Partners  In  Support  of  the 

State  Health  Insurance 
Information  Colnseling  and 
Assistance  Program 


A  Guide  to  Roles,  Responsibilities, 
Strengths  and  Needs  of  the  Partners 


REPORTS 

RA 

412 

.3 

P362 
2000 


Published  by  the 
SHIP  Resource  Center 
January,  2000 


I 


i 


PARTNERS  IN  SUPPORT  OF 
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A  Guide  to  Roles,  Responsibilities, 
Strengths  and  Needs  of  the  Partners: 

>  SHIPS 

>  HCFA  Center  for  Beneficiary  Services 

>  HCFA  Regional  Offices 

>  SHIP  Steering  Committee 

>  SHIP  Resource  Center 


Developed  by 

The  Partnership  Agreement  Work  Group 
fulfilling  Objective  One  of  the 
HC FA-SHIP  Partnership  Agreement 


*  Note:  SHIPs  are  referred  to  in  HCFA  literature  as  "State  Health  Insurance  Assistance  Programs.  " 
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Introduction 

A  full  description  of  Health  Care  Finance  Administration  (HCFA)  and  the  State 
Health  Insurance  Information  Counseling  and  Assistance  Program  (SHIPs)  partnership 
including  its  beginning,  the  common  interests  of  parties,  action  steps  to  support  the 
partnership  and  timelines  is  contained  in  a  companion  document  to  this,  entitled:  Partners  In 
Support  of  the  State  Health  Insurance  Information  Counseling  and  Assistance  Program: 
Partners  Agreement  (adopted  by  the  Ship  Conference,  August,  1999  and  published  by  the 
SHIP  Resource  Center,  Washington,  D.C.) 

This  publication,  A  Guide  to  Roles,  Responsibilities,  Strengths  and  Needs  of  the 
Partners,  sheds  light  on  one  element  of  the  Partnership  Agreement.  It  provides  clarification 
of  the  roles  and  responsibilities  of  the  various  components  of  the  emerging  partnership 
including  how  components  relate  to  one  another  ~  a  critical  objective  for  reaching  the  goal 
set  for  the  partnership.  The  underlying  common  mission  of  this  partnership  involves  a 
complementary  working  relationship  that  allows  room  for  the  exercise  of  unique  roles,  while 
also  necessitating  commitment  on  everyone's  part  to  be  interdependent  and  cooperative. 

Understanding  the  roles  and  responsibilities  of  each  component  of  the  agreement  is  an 
important  step  toward  building  a  structure  for  working  together  respectfully  and 
constructively.  The  descriptions  and  recommendations  below  are  not  intended  to  restrict  but 
rather  to  provide  a  framework  for  allowing  this  to  happen. 

How  This  Document  is  Structured 

Each  component  of  the  Partnership  Agreement  -  HCFA's  Center  for  Beneficiary 
Services,  (CBS);  HCFA's  Regional  Offices,  (ROs);  the  State  Health  Insurance  Information 
Counseling  and  Assistance  Programs  (SHIPs);  the  SHIP  Steering  Committee;  and  the  SHIP 
Resource  Center  ~  is  described  herein.  Each  member  of  the  Objective  One  Work  Group 
developed  a  description  for  the  component  he/she  represents:  Bob  Adams,  of  the  Center  for 
Beneficiary  Services,  developed  the  description  of  the  roles  and  responsibilities  of  the  CBS; 
Tom  Reimers,  a  member  of  the  SHIP  Steering  Committee  and  a  SHIP  project  director 
developed  the  descriptions  of  those  components;  Pat  Antrobus  of  the  Philadelphia  Regional 
Office,  working  with  Carl  Hawkins  of  the  Kansas  City  Regional  Office,  developed  the  RO 
Component;  and  Sara  Aravanis  and  Bemice  Hutchinson  of  the  SHIP  Resource  Center  wrote 
the  Center's  description. 

A  common  format  unites  the  component  descriptions.  Each  contains  the  following 
key  sections: 

>  Background  -  providing  a  brief  history  of  the  component; 

>  Functional  Statement  ~  reflecting  formal  organizational  descriptions; 

>  Core  Functions  ~  providing  highlights  of  the  main  roles  and  responsibilities  of  the 
component; 
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>  Interrelationships  With  the  Other  Partners  —  describing  the  ways  in  which  the 
responsibihties  of  each  overlap  or  depend  on  the  others; 

>  Needs  From  the  Other  Partners  —  providing  the  authors'  views  of  problems  or 
barriers  that  might  be  inhibiting  greater  coordination  of  roles  and  responsibilities; 

^  Ideas  and  Recommendations  for  Enhancing  Relationships  —  suggesting  ways  in 
which  some  of  the  barriers  or  problems  might  be  addressed  and  benefit  each 
partner. 

Dissemination  and  Utilization  of  this  Document 

This  document  will  be  disseminated  to  all  SHIPs,  ROs  and  to  appropriate  HCFA  staff. 
In  its  final  form,  information  drawn  from  this  document  could  serve  as  appropriate 
orientation  material  for  SHIP  staff  and  volunteers,  new  RO  and  HCFA  Central  Office  staff. 
It  should  be  noted  that  the  recommendations  contained  in  this  document  are  the  work  of  a 
task  force  and  do  not  necessarily  reflect  official  policy  of  the  Health  Care  Financing 
Administration  or  of  the  entities  described  in  the  content.  The  recommendations  are  proposed 
for  consideration  by  HCFA,  SHIPs  and  other  components  as  they  identify  methods  for 
building  a  partnership  and  improving  the  coordination  of  roles  and  responsibilities. 

Work  Group  Members 

Bob  Adams,  Project  Officer 
SHIP  Program 

Center  for  Beneficiary  Services 
Health  Care  Financing  Administration 
Baltimore,  Maryland. 
Phone:  (410)  786-2695 
Email:  radams2@hcfa.gov 

Sara  Aravanis,  NASUA  Coordinator 
SHIP  Resource  Center 
Washington,  D.C 
Phone:  (202)  898-2578 
Email:  saravanis@nasua.org 

Carl  Hawkins,  Associate  Regional 
Administrator 
HCFA  Regional  Office 
Kansas  City,  Missouri 
Phone:  (816)  426-2865 
Email:  chawkinsl@hcfa.gov 


Patricia  K.  Antrobus,  Health  Insurance 
Specialist 

HCFA,  Philadelphia  Regional  Office 
The  Public  Ledger  Building,  Suite  216 
150  South  Independence  Mall  West 
Philadelphia,  PA  19106-3499 
Phone:  215-861-4325 
Email:  pantrobus@hcfa.gov 

Tom  Reimers,  Director 

SHINE  Program 

Tallahassee,  Florida 

Member,  SHIP  Steering  Committee 

Phone:(850)414-2155 

Email:  reimerst@.elderaffairs.org 
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STA  TE  HEAL  TH  INSURANCE  IN  FORMA  TION  COUNSELING 


AND  ASSISTANCE  PROGRAMS  (SHIPs) 


A.  Background 

SHIPs  were  created  by  the  U.S.  Congress  as  part  of  a  comprehensive  Medigap  reform 
package.  The  programs  were  authorized  in  the  Omnibus  Budget  ReconciUation  Act  (OBRA) 
of  1990,  Public  Law  101-508,  as  State  Health  Insurance  Information,  Counseling  and 
Assistance  (ICA)  Programs.  Prior  to  the  federal  mandate,  fifteen  states  had  similar  programs 
that  helped  lay  the  foundation  for  the  national  program. 

SHIPs  are  active  in  all  50  states,  as  well  as  the  District  of  Columbia,  Puerto  Rico,  and 
the  Virgin  Islands.  Approximately  two-thirds  of  the  SHIPs  are  administered  by  the  State 
Unit  of  Aging;  the  remaining  one-third  are  administered  by  the  State  Insurance  Department. 

B.  Current  Functional  Statement 

Initially  authorized  in  Section  4350  of  OBRA  1990,  the  goals  for  the  SHIP  program 
are  ambitious.  The  program  strives  to: 

>  Educate  older  Americans  about  their  health  insurance  coverage  and  benefits, 
consumer  rights,  insurance  industry  performance,  and  consumer  safeguards. 

>  Provide  hands-on  advice  and  service  to  consumers  in  understanding  their  health 
insurance  coverage  and  benefits. 

>  Protect  consumers  from  fraud,  misdirected  collection  agencies,  and  unlawfiil  or 
overzealous  providers. 

>  Empower  consumers  to  make  informed  choices  about  health  insurance  options, 
affirm  their  rights,  and  bring  about  system  changes. 

Over  the  past  seven  years,  the  SHIPs  have  grown  and  evolved.  The  current  SHIP  Mission 
Statement  is  as  follows: 

We  ensure  that  health  care  consumers  have  a  competent,  committed  and 
compassionate  consumer-focused  network  of  staff  and  volunteers  who  provide 
accurate  and  objective  information  through  innovative  community  programs  at  the 
state  and  local  level.  We  promote  fairness  ad  quality,  and  empower  consumers  by 
facilitating  solutions  to  individual  and  systemic  health  benefits  problems. 
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C.       Core  Functions 

With  the  implementation  of  the  Balanced  Budget  Act  of  1997,  the  funding  for  SHIPs 
was  increased  to  help  meet  the  increased  demand  for  Medicare  and  health  insurance 
information,  counseling  and  assistance  in  each  state.  This  discussion  on  the  core  functions  of 
the  SHIPs,  which  is  organized  into  the  seven  categories  of  core  roles  and  responsibilities 
established  by  the  core  partnership  group,  attempts  to  capture  the  responsibilities  in  the 
context  of  current  activities. 

In  addition,  though  all  SHIP  programs  receive  funding  from  HCFA,  many  programs 
receive  additional  state  or  local  funding.  Therefore,  this  discussion  will  focus  on  those 
responsibilities  of  the  SHIPs  relative  to  the  HCFA-funded  portions  of  the  SHIP  Programs. 

□  Beneficiary  Assistance  and  Education.  Direct  beneficiary  assistance  is  the  core  of 
most  SHIPs.  SHIP  volunteers  and  staff  conduct  counseling  via  telephone  and 
Internet,  as  well  as  face-to-face  at  counseling  sites  located  at  senior  centers,  public 
libraries  and  other  venues.  Counseling  services  run  the  gamut,  from  basic 
assistance/referrals  to  crisis  intervention.  SHIPs  provide  education  and 
information  to  consumers  at  public  forums,  tovm  meetings,  and  health  and  senior 
fairs.  Many  SHIPs  provide  in-home  counseling  services  for  homebound  clients 
and  develop  initiatives  to  reach  special  populations  such  as,  persons  with 
disabilities,  rural  and  non-English  speaking  beneficiaries.  Counselors  make 
referrals  when  appropriate,  and  assist  with  preparing  consumers  for  interactions 
with  other  agencies.     SHIP  counseling  is  unique  in  that  it  can  be  very  time- 
intensive.  Many  SHIP  volunteers  spend  months  or  even  years  assisting 
beneficiaries  and  their  families  and  caregivers  with  complicated  problems  related 
to  Medicare  and  health  insurance. 

□  Training,  Resource  Materials,  Technical  Assistance  and  Research.  SHIPs  support 
volunteers  and  partners  with  technical  training  on  a  variety  of  health  insurance 
topics,  including:  Medicare,  Medicaid,  Medicare  Plan  Choices,  long-term  care 
insurance,  Medicare  supplement  insurance,  and  Medicare  fraud.  Some  states  offer 
specialized  courses  for  speakers  and  address  the  above  topics  in  pre-retirement 
seminars. 

Training  is  provided  on  an  ongoing  basis,  to  ensure  counselors  have  the  most 
accurate  and  current  information.  SHIPs  develop  age-appropriate  training 
curricula  for  volunteers  and  partners. 

SHIPs  utilize  existing  HCFA  resources  and  develop  other  state-specific  resource 
materials  for  consumers,  including  fact  sheets  and  frequently-asked  questions. 
Materials  are  often  provided  in  hard  copy  and  on  the  Internet. 


Roles  and  Responsibilities 


Page  4 


SfflPs 


Since  many  issues  addressed  during  counseling  situations  are  quite  complex,  the 
SHIPs  must  provide  a  great  deal  of  technical  assistance  and  support  to  counselors. 
When  further  research  is  needed,  SHIPs  consult  with  staff  from  the  Regional 
Offices,  Medicare  carriers,  intermediaries  and  peer  review  organizations,  and 
other  state  partners,  to  answer  complicated  questions  and  resolve  problems. 

□  Media  and  Promotions.  SHIPs  publicize  the  programs  and  provide  important 
information  to  consumers  through  statewide  and  local  media  sources.  Many 
SHIPs  coordinate  promotional  activities  through  the  communications  office  for 
their  agency.  Program  volunteers  and  staff  maintain  strong  contacts  with  a  variety 
of  media  sources,  including  print,  radio,  and  television.  The  development  of  these 
networks  is  critical,  especially  when  SHIPs  need  to  inform  Medicare  beneficiaries 
about  key  issues  such  as  managed  care  non-renewals. 

□  Policy  Development  and  Long-Term  Planning.  The  SHIPs  perform  environmental 
scanning  at  the  state  and  local  level.  Through  partnerships  with  Area  Agencies  on 
Aging,  Legal  Services  networks,  and  other  service  providers,  states  are  able  to 
collect  information  on  current  issues  that  affect  Medicare  beneficiaries  at  the  local 
level.  With  detailed  anecdotal  information  from  SHIP  counselors  and  consumers, 
SHIPs  provide  feedback  on  key  issues  in  the  health  care  arena. 

SHIP  Directors  assist  with  long-term  planning  for  the  programs  by  providing 
comment  and  input  on  the  SHIP  Strategic  Plan.  In  addition,  the  SHIPs  provide 
formal  and  informal  feedback  on  policy  issues  to  the  Steering  Committee,  HCFA 
CBS  Project  Staff,  the  Regional  Offices,  and  the  Resource  Center. 

□  Performance  Measures,  Data  Collection  and  Reporting.  Through  the  National 
Performance  Report  (NPR),  SHIPs  provide  information  on  program  activities  to 
HCFA  and  outside  groups.  States  utilize  many  different  data  collection  methods 
and  systems.  In  some  states,  all  collection  is  performed  manually.  Other  states 
have  fully  automated  systems  which  are  tied  into  a  larger  state  client  database. 
Some  systems  are  highly  centralized,  while  others  are  more  decentralized. 

Reports  from  SHIP  counselors  serve  as  a  quality  assurance  tool  at  the  state  and 
local  level.  By  reviewing  client  intake  forms  and/or  counseling  logs  from  local 
counselors,  volunteer  coordinators  can  ensure  beneficiaries  are  receiving  accurate, 
timely  and  appropriate  information  and  assistance.  And,  where  trends  develop 
through  counseling  interactions,  SHIPs  provide  specialized,  intensive  training  for 
volunteers  to  provide  them  with  all  necessary  knowledge  and  resources. 

Through  direct  work  with  HCFA  and  its  contractors,  SHIPs  assist  with  the 
development  of  performance  measures.  In  addition,  some  SHIPs  have  state- 
specific  performance  measures  that  are  linked  with  SHIP  activities. 
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Communications  and  Networking.  The  SHIPs  work  closely  with  HCFA  CBS  and 
the  ROs  on  grant  and  programmatic  issues.  In  addition,  SHIPs  interact  with  other 
Medicare  partners,  health  providers,  and  a  variety  of  organizations  in  the  aging 
and  insurance  networks. 

Grant  Administration  and  Program  Development.  The  SHIPS  perform  all  grant 
management  and  program  development  functions  at  the  state  level.  SHIPs  are 
responsible  for  completing  grant  applications,  grant  reports,  and  other  required 
documentation  for  HCFA.  In  addition,  the  SHIPS  develop  and  administer  grant 
activities  in  their  respective  states;  develop  and  manage  contracts  with  local 
providers;  supervise  staff;  develop  partnerships  and  coalitions;  and  manage  SHIP 
volunteers. 

Volunteers  are  a  critical,  if  not  essential,  component  of  most  SHIPs.  Across  the 
country,  more  than  14,000  trained  volunteers  provide  direct  information, 
counseling  and  assistance  to  consumers  at  the  local  level.  Without  the  volunteers, 
many  SHIPs  would  have  to  rely  on  phone  centers  to  deliver  program  services. 
This  would  eliminate  most  face-to-face  interaction.  Since  many  volunteers  are 
themselves  Medicare  beneficiaries,  they  are  able  to  offer  a  peer  counseling 
approach. 

Though  most  volunteers  are  not  paid  for  their  time,  volunteer  programs  are  not 
free.  SHIPs  invest  a  great  deal  of  time  and  resources  supervising  and  supporting 
the  activities  of  program  volunteers.  Volunteer  management  functions  include: 
recruitment,  screening,  placement,  orientation,  training,  communication,  support, 
retention  and  recognition. 


D.       SHIPs  Interrelationship  With  Other  Partners 

1.  HCFA  Center  for  Beneficiary  Services.  The  SHIP  Project  Director  and  staff 
in  each  state  work  with  the  HCF A/CBS  SHIP  Project  Team  (Project  Officer) 
on  all  grant  and  program  issues. 

2.  HCFA  Regional  Offices.  SHIPs  work  with  the  ROs  on  coordinated  education 
and  outreach  campaigns  (REACH,  etc.).  In  addition,  SHIP  staff  and 
volunteers  maintain  regular  contact  with  Regional  Office  staff  on  a  variety  of 
technical  issues  (managed  care  non-renewals,  etc.). 


Roles  and  Responsibilities 


Page  6 


SHIPs 

I 


3.  SHIP  Resource  Center.  The  SHIPs  receive  information  updates,  surveys 
(survey  instruments  and  compiled  results)  and  notices/reminders  about 
important  activities,  events,  deadlines,  and  conference  calls  from  the  Resource 
Center.  SHIP  Directors  and  staff  can  request  information  on  best  practices 
(resources  and  training  materials  from  other  states)  from  the  Center. 

4.  SHIP  Steering  Committee.  The  assigned  committee  member  communicates 
with  SHIP  project  staff  from  each  state,  to  receive  input  and  feedback  on 
important  issues  and  to  brief  project  staff  on  major  activities  at  the  national 
level. 


E.       SHIP  Needs  From  Other  Partners 

1.  HCFA  Center  for  Beneficiary  Services.  Training  on  reporting  requirements, 
etc.  for  new  project  staff;  more  regular  communication  better  coordination 
and  prioritization  of  program  surveys  and  blitzes;  methods  for  information  to 
flow  smoothly  from  the  RO  to  CBS  so  that  the  RO  is  "in  the  loop"  and  can 
coordinate  such  requests  based  on  their  close  working  relationship  with  the 
SHIPs;  recognition  that  SHIPs  are  "special"  partners  in  that  they  provide  CBS 
with  a  direct  and  personal  link  to  beneficiaries  ~  providing  direct  unbiased 
feedback  to  HCFA  on  the  impact  of  policy  decisions  on  beneficiaries  as  well 
as  useful  insights  that  may  enhance  policy  development  at  the  national  level; 
recognition  that  SHIPs  are  state  administered  programs  and  the  ways  this  fact 
affects  relationships  with  CBS. 

2.  HCFA  Regional  Offices.  SHIP  Liaison  who  takes  interest  in  and  actively 
supports  SHIPs  (a  back-up  to  the  Liaison  would  also  be  beneficial).  The 
Liaison/back-up  person  should  have  ability  to  facilitate  issues  resolution  and 
foster  communications  across  functional  lines  so  that  information  is  provided 
to  SHIPs  "in  advance"  of  public  information/action;  assistance  in  building 
partnerships  with  external  stakeholders  (i.e.,  SSA,  DOL)  which  would  enable 
SHIPs  to  better  respond  to  and  educate  beneficiaries  on  issues  such  as 
COBRA,  HIPAA,  Long  term  care  insurance  etc.;  advance  notice  about 
CO/RO  visiting  a  state  so  that  media  information  can  be  coordinated;  and  the 
opportunity  to  "detail"  SHIP  director  to  RO  for  orientation  experience. 

3.  SHIP  Resource  Center.  Regular  information  updates  and  greater  use  of 
improved  technology  (including  voice  mail)  for  enhancing  communications 
with  the  SHIPs;  development  of  new  project  directors  manual  and  training  for 
new  directors;  development  of  a  "mentoring  "  program  that  connects  expert 
project  directors  to  other  states;  collection  and  dissemination  of  SHIP  best 
practices. 
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4.       SHIP  Steering  Committee.  Regular,  institutionalized  communication  (formal 
and  informal)  with  the  SHIP  projects  in  the  two  assigned  regions. 

F.       Ideas  for  Enhancing  Relationships  with  the  Partners 

1.  HCFA  Center  for  Beneficiary  Services.  Institute  methods  for  including 
SHIPs  in  policy  decisions;  commitment  to  work  through  and  with  the  RO 
SHIP  Liaison  when  obtaining  or  providing  information  to  SHIPs;  link  SHIPs 
to  issue  area  experts  in  HCFA  for  providing  advice  and  problem  solving 
assistance. 

2.  HCFA  Regional  Offices.  Provide  support  and  resources  to  the  RO  SHIP 
Liaison;  develop  support/assistance  plans  for  each  SHIP;  facilitate  access  to 
RO  experts;  and  share  information  concerning  plans/plans  terminations  and 
other  issues  of  importance  to  beneficiaries  as  quickly  as  possible. 

3.  SHIP  Steering  Committee.  Institute  regular  update  teleconferences  with  the 
Steering  Committee  representative  and  his/her  states;  continue  to  provide  a 
voice  for  the  SHIPs  before  Congress,  national  organizations  and  potential 
funding  agencies;  identify  opportunities  for  SHIPs  to  participate  in  sub- 
committees and  workgroup. 

4.  SHIP  Resource  Center.  Publish  the  Center  Update  on  a  regular  basis; 
institute  other  vehicles  such  as  "the  Monday  Morning-Update"  to  promote 
communication;  enhance  the  clearinghouse  holdings  and  assist  SHIPs  to  more 
effectively  use  them;  provide  policy  updates  and  coordinate  procedures  for 
SHIPs  to  comment  on  policy  proposals  as  published  in  the  Federal  Register. 
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HCFA's  CENTER  FOR  BENEFICIARY  SERVICES 


A.  Background 

HCFA's  Center  for  Beneficiary  Services  (CBS)  serves  as  the  focal  point  for  all  HCFA 
interactions  with  beneficiaries,  their  families,  care  givers  and  other  representatives  about 
beneficiary  health  and  HCFA  program  benefits. 

B.  Functional  Statement 

CBS's  broad  functions  include: 

□  assessing  beneficiary  and  other  consumer  needs,  developing  and  overseeing 
interventions  targeted  to  meet  these  needs,  and  documenting  and  disseminating 
results  of  these  interventions; 

□  developing  national  Medicare  eligibility,  enrollment,  entitlement,  coordination  of 
benefits,  managed  care  enrollment  and  disenrollment  and  appeals  process  policies 
and  procedures  necessary  to  assure  the  effective  administration  of  the  Medicare 
program; 

□  coordinating  beneficiary-centered  information,  education  and  service  initiatives; 

□  developing  and  testing  new  and  innovative  methods  to  improve  beneficiary 
aspects  of  health  care  delivery  systems;  and 

□  assuring  in  coordination  with  other  HCFA  Centers  and  Offices  that  the  activities 
of  Medicare  contractors,  including  managed  care  plans  and  State  Agencies  meet 
HCFA's  requirements  on  matters  concerning  beneficiaries  and  other  customers. 

The  above  functions  relate  to  many  different  components  within  HCFA  and  partners, 
including  SHIPs.  Most  CBS  activity  related  to  SHIPs,  however,  occurs  within  one  division 
of  CBS  -  the  Beneficiary  Services  Group. 

C.  Core  Functions 

Beneficiary  Services  Group  (BSG)-  CBS's  Beneficiary  Services  Group  (BSG) 
manages  the  State  Health  Insurance  Assistance  Grants  Program  (SHIP)  and,  next  to  the  ROs, 
is  the  component  within  HCFA  that  relates  most  directly  to  SHIPs.  BSG  also  serves  as  a 
liaison  between  SHIPs  and  other  components  within  HCFA. 
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□  Beneficiary  assistance  and  education:  Although  HCFA  depends  on  its  partners, 
including  SHIPs,  to  provide  information,  counseling,  and  assistance  to 
beneficiaries  at  the  local  level  and  itself  maintains  direct  contact  with  beneficiaries 
through  regional  offices,  CBS  also  provides  some  direct  beneficiary  assistance 
through  BSG's  Division  of  Information  and  Assistance  (DIA).  This  assistance  is 
provided  by  staff  who  speak  with  beneficiaries  who  call  HCFA  directly  and 
answer  correspondence  from  beneficiaries  or  those  advocating  for  them.  DIA  also 
refers  callers  and  some  correspondence  to  SHIPs.  In  addition,  HCFA's  nation- 
wide toll-free  line  is  staffed  by  customer  service  representatives  trained  to  answer 
questions  on  a  broad  list  of  topics,  but  who  often  refer  callers  to  partners  such  as 
SHIPS. 

□  Performance  measures  and  data  collection:  BSG  is  also  responsible  for  the 
development  of  performance  measures  for  SHIPs,  data  collection  from  each  State, 
and  monitoring  the  flow  of  required  reports  from  SHIPs.  For  example,  BSG 
maintains  a  central  database  on  SHIPs  that  includes  the  status  of  required  reports 
and  other  information  on  each  SHIP.  BSG  in  conjunction  with  CBSs  Planning 
and  Analysis  Group  (PAG)  also  oversees  a  contractor  that  is  working  with  both 
HCFA  and  SHIPs  to  develop  a  more  reliable  performance  measurement 
instrument.  ROs,  however,  routinely  receive  copies  of  semi-annual  reports  sent  to 
BSG  and  will  play  a  role  in  the  development  of  a  validation  process  for  the  data 
that  is  received  and  the  development  of  a  performance  measurement  system. 

D.       Interrelationship  Between  CBS  and  other  Partners 

1.       HCFA  Regional  Offices.  Although  both  CBS  and  ROs  are  both  part  of  HCFA, 
their  roles  and  responsibilities  with  respect  to  SHIPs  are  often  intertwining. 
HCFA's  ten  regional  offices  play  a  vital  role  in  an  effort  to  improve  support  to 
the  SHIPs  and  assist  them  in  the  delivery  of  information  and  assistance  to 
Medicare  beneficiaries  at  the  local  level.  ROs  are  HCFA's  local  presence  and 
provide  direct  contact  between  HCFA  and  beneficiaries  and  its  partners, 
including  SHIPs. 

□   Beneficiary  assistance  and  education  is  at  the  heart  of  HCFA's  National 
Medicare  Education  Program  and  is  delivered  through  several  primary 
channels,  including  REACH  campaigns  conducted  by  each  RO,  the 
medicare.gov  website,  and  a  host  of  publications  that  are  made  available  to 
beneficiaries  across  the  country.  ROs  are,  however,  the  primary  link  for 
partners  to  engage  with  HCFA  in  its  broader  beneficiary  education  effort. 
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□  Training,  materials,  technical  assistance  and  research.  Through  its 
Regional  Education  About  Choices  in  Health  (REACH)  train-the-trainer 
events  held  in  each  region  and  other  special  training  developed  especially 
for  SHIPs,  CBS  assists  in  orchestrating  training  support  for  SHIPs.  ROs 
are,  however,  the  principal  conduit  for  SHIPs  to  access  current  resource 
materials  (e.g.  publications);  technical  assistance,  (e.g.  answers  to 
complicated  questions  on  health  plans);  and  research  on  particular  policy 
matters.  Regional  staff  are  available  to  SHIPs  for  trainings  that  they 
conduct  and  work  closely  with  SHIP  staff  to  assure  that  they  have  up-to- 
date  information  from  HCFA. 

□  Program  development.  As  CBS  identifies  program  development  areas  that 
it  wishes  to  pursue  with  SHIPS,  e.g.  building  a  more  structured  volunteer 
management  component  within  all  SHIPs,  it  looks  to  the  ROs  to  test  these 
ideas  and  help  implement  them  as  practical  and  useful  projects  to  benefit 
SHIPs.  In  the  future,  each  RO  will  have  designated  SHIP  Liaison  who,  in 
consultation  with  SHIPs  assigned  to  that  region,  will  prepare  an  annual 
support  plan  that  outlines  how  the  RO  will  provide  information,  technical 
assistance,  outreach  support,  and  training  assistance.  CBS  will  review  and 
offer  comments  on  the  support  plan,  although  it  will  not  have  a  significant 
oversight  role  in  the  development  and  implementation  of  the  support  plan. 

□  Policy  development  and  long  term  planning.  In  matters  of  policy 
development  and  long  term  planning  for  SHIPs,  CBS  seeks  to  collaborate 
with  ROs  on  a  number  of  issues  including,  consulting  with  and  seeking 
comments  from  ROs  on  the  SHIP  grant  solicitation,  amendments  of  the 
SHIP  regulation,  SHIP  grant  terms  and  conditions,  and  evaluating  SHIP 
grant  applications.  Because  CBS  relates  to  all  53  SHIP  grantees  and  all  10 
regional  offices,  it  is  in  a  position  where  it  needs  to  have  the  broadest 
possible  view  of  the  horizon  for  beneficiary  services  vis  a  vis  SHIPs  in 
order  for  it  to  establish  a  basic  direction  for  their  future  development 
within  HCFA's  overall  strategic  plan.  At  the  same  time,  CBS  depends 
upon  the  unique  perspectives  and  first-hand  observations  of  each  regional 
office  to  assure  that  any  strategic  approach  for  SHIPs  takes  into  account 
specific  circumstances  and  needs  which  regional  offices  are  in  the  best 
position  to  gauge. 

□  Communication  and  networking.  Both  CBS  and  regional  offices  have  a 
role  in  assuring  that  an  adequate  system  for  communication  between 
SHIPS,  CBS,  regional  offices,  and  other  HCFA  components  is  established 
and  maintained.  This  role  is  discussed  further  in  the  section  concerning 
communications  between  all  components. 
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□  Grant  administration.  SHIP  grant  administration  involves  the  day  to  day 
aspects  of  grant  oversight,  including  the  writing  of  a  grant  solicitation  for 
SHIPs,  receiving  grants  from  SHIPs  for  review,  and  awarding  grants  to 
SHIPs.  While  these  tasks  are  largely  administrative  matters  conducted 
most  efficiently  from  a  central  point  (CBS),  HCFA's  ROs  are  playing  an 
increasing  role  in  the  review  of  grant  applications,  special  grant  proposals, 
and  semi-annual  reports.  Regional  offices  become  involved  by  assisting  in 
the  review  of  grants  and  providing  important  background  information  on 
SHIP  applicants  that  is  gained  from  their  more  immediate  contact  with 
SHIPs. 

2.        The  SHIP  Program.  By  virtue  of  its  function  as  the  administrator  of  the  SHIP 
grant  program,  CBS  interacts  on  a  regular  basis  with  all  53  SfflPs. 

□  Grant  administration.  Most  often  SHIP  program  directors  will  contact 
CBS  about  financial  status  reports,  semi-annual  reports,  and  the  National 
Performance  Report  (NPR),  SHIPs  may  call  CBS  concerning  other 
matters,  including  programmatic  issues  that  emanate  from  CBS,  e.g.  the 
Data  Use  Agreement,  or  broad  Medicare  policy  matters.  Dependency  on 
CBS  for  technical  assistance  can  be  problematic,  as  staff  there  have  limited 
time  to  devote  to  researching  answers  to  specific  questions  and 
determining  which  subject  matter  expert  within  HCFA  should  be 
consulted.  CBS  is,  therefore,  considering  a  more  efficient  method  for 
handling  these  types  of  calls  from  SHIPs,  including  clarification  of  roles  of 
other  components,  i.e.  the  Resource  Center  and  Regional  Offices. 

□  Communications  and  networking.  CBS  has  lately  instituted  use  of  an  e- 
mail  link  with  SHIPs  to  enable  important  and  timely  information  to  be  sent 
quickly.  In  addition,  periodic  teleconferences  are  held  to  discuss  special 
issues.  In  time,  CBS  hopes  to  develop  a  special  web  page  for  SHIPs  to 
enable  SHIPs  to  electronically  submit  required  reports  and  for  other 
information  to  be  exchanged.  Another  goal,  whether  or  not  such  a 
webpage  is  realized,  is  for  a  more  coordinated  and  consolidated  data 
collection  system  to  be  established  in  order  to  minimize  the  burden  on 
SHIPs  when  they  have  had  multiple  requests  for  certain  information  from 
within  HCFA. 
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□   Direct  link  with  SHIPS.  CBS  depends  on  the  SHIPs'  experience  and 
perceptions  vis  a  vis  their  direct  contact  with  beneficiaries  to  provide 
feedback  on  how  current  policies  are  impacting  beneficiaries  (e.g.,  the 
Balanced  Budget  Act  Access  Survey).  This  information  assists  CBS  in  its 
over  all  planning  of  customer  service  especially  as  it  relates  to  the  SHIPs' 
role  in  providing  beneficiaries  with  assistance.  Through  its  contractors, 
CBS  has  begun  to  develop  a  stronger  direct  link  with  SHIPs,  particularly  in 
areas  of  program  development,  e.g.  training  and  performance  measures  and 
data  collection.  CBS  regards  itself  as  the  component  that  is  responsible  for 
providing  overall  program  direction  to  the  SHIP  grant  program  assuring 
that  all  aspects  of  SHIPs  are  in  compliance  with  the  terms  and  conditions 
of  the  grant.  Moreover,  it  is  responsible  for  developing  a  strategic  process 
for  helping  SHIPs  develop  as  a  consistent  and  reliable  national  network 
that  is  in  step  with  the  standards  expected  of  all  partners  in  HCFA's 
information  infrastructure,  including  coordination  with  critical  channels 
such  as  Regional  Education  About  Choices  in  Health  (REACH), 

3.       The  SHIP  Steering  Committee.  Despite  the  increasing  interaction  between 
CBS  and  individual  SHIPs,  it  is  inefficient  and  impractical  for  CBS  to 
communicate  with  all  53  SHIPs  in  a  substantive  and  regular  manner.  CBS 
views  the  SHIP  Steering  Committee  as  a  representative  group  with  which  it 
can  discuss  important  matters  affecting  and  related  to  all  SHIPs.  Assuming 
that  the  Steering  Committee  members  are  in  regular  contact  with  their 
constituent  SHIP  program  directors,  CBS  relies  on  the  Steering  Committee  to 
act  £is  an  effective  gauge  of  the  larger  SHIP  environment  and,  when  necessary, 
test  sensitive  policy  developments  with  SHIPs  before  these  are  directly 
communicated  to  SHIPs  by  CBS.  CBS  also  looks  to  the  Steering  Committee 
to  assist  with  the  introduction  of  new  requirements  and  programmatic  changes, 
e.g.  revision  of  the  NPR,  etc.,  by  providing  leadership  and  setting  examples  for 
SHIPS. 

As  CBS  considers  long-term  SHIP  development,  it  looks  to  the  Steering 
Committee  to  offer  guidance  and  advice  on  how  best  to  proceed  in  light  of  the 
knowledge  each  of  its  members  has  about  the  SHIPs.  The  partnership 
discussions  that  produced  this  guide  are  an  example  of  how  the  Steering 
Committee  serves  as  a  representative  group  for  all  SHIPs.  CBS  also  holds  a 
regular  monthly  conference  call  with  the  Steering  Committee  to  review 
important  issues. 
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4.       The  SHIP  Resource  Center.  CBS  utilizes  on  the  Resource  Center  primarily 
as  a  technical  resource  for  all  53  SHIPs  and  a  source  for  helping  CBS 
implement  program  development  areas  that  have  been  identified,  e.g. 
volunteer  management  and  development,  training,  etc.  CBS  staff  look  to  the 
Resource  Center  to  provide  statistical  information  collected  from  SHIPs  to 
complement  its  own  database.  The  distribution  of  materials  to  SHIPs  is 
coordinated  by  the  Resource  Center,  although  certain  mailings,  etc.  may 
originate  from  CBS.  CBS  also  depends  on  the  Resource  Center  to  serve  as  a 
clearinghouse  of  SHIP  program  materials  and  to  provide  HCFA,  SHIPs,  and 
other  requestors  with  listings  and  summaries  of  available  information. 

E.  CBS  Needs  From  the  Other  Partners 

1.  SHIPs:  Recognize  the  importance  of  reports  and  submit  them  on  time; 
cooperate  with  contractors;  comply  with  terms  and  conditions;  implement 
HCFA  policy;  participate  in  HCFA/SHIP  teleconference  calls;  acknowledge 
the  relationship  with  HCFA;  coordinate  with  NMEP  partners  at  the  state  and 
local  levels. 

2.  HCFA  Regional  Offices:  Closer  ties  with  SHIPs;  technical  assistance  to 
SHIPs;  more  regular  communication  and  collaboration. 

3.  SHIP  Steering  Committee:  More  regular  communication;  less  confrontation; 
clarification  of  roles  and  authority;  cooperation  in  setting  timelines  for 
important  projects  affecting  SHIPs. 

4.  SHIP  Resource  Center:  Quicker  response  time  to  calls;  acknowledgement  of 
HCFA  as  a  customer;  more  focus  on  technical  resource  role  to  SHIPs;  training 
for  new/veteran  CBS/HCFA  staff  on  the  SHIP  program  (using  the  proposed 
New  Project  Directors  Procedural  Manual). 

F.  Recommendations  for  Enhancing  Relationship 

1.       SHIP  Programs.  Regular  site  visits  by  HCFA  Central  Office  staff  to  gain 
deeper  awareness  about  programs;  provide  better  access  to  HCFA  subject 
matter  expertise.  Greater  recognition  of  necessity  for  submitting  program 
performance  data  on  the  NPR. 
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2.  HCFA  Regional  Offices.  Regular  monthly  teleconference  with  RO  SHIP 
liaisons  to  discuss  SHIP  issues  and  events  impacting  SHIPs,  e.g.  plan 
withdrawals.  Review  and  revise  SHIP/RO  Action  Plan  document,  particularly 
as  it  may  have  been  affected  by  HCF A/SHIP  Partnership  Agreement. 

3.  SHIP  Steering  Committee.  Develop  together  a  yearly  calendar  of  all  SHIPs 
teleconferences,  including  topics  for  presentation/discussion.  Keep  regular 
monthly  HCFA/Steering  Committee  conference  calls,  being  sure  to  include 
RO  representative. 

4.  SHIP  Resource  Center.  Arrange  for  Resource  Center  staff  to  be  included  in 
major  trainings/conferences  offered  by  other  HCFA  components,  e.g.  CHPP's 
Managed  Care  Conference,  so  that  RC  will  be  able  to  be  current  on  policy  and 
coverage  issues.  RC  could  also  apprise  HCFA  staff  of  conferences, 
workshops  that  are  relevant  to  or  impact  SHIPs. 
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HCFA  REGIONAL  OFFICES 


A.  Background 

HCFA  has  10  (ten)  Regional  Offices  (ROs),  which  are  responsible  for  the  day-to  day 
administration  of  the  Medicare  and  Medicaid  programs  in  designated  states.  The  RO  is 
considered  the  voice  and  the  face  of  HCFA  in  the  local  community.  The  location  of  the 
Regional  Offices  and  their  geographic  areas  are  shown  in  the  Appendix. 

The  ROs  have  been  afforded  some  flexibility  in  the  organization  of  their  various 
responsibilities.  The  organization  of  each  RO  reflects  the  needs  of  the  customers  it  serves. 
To  facilitate  more  efficient  management  of  its  responsibilities,  the  regions  have  organized 
into  four  consortia.  Each  consortia  coordinates  certain  activities  to  ensure  the  most  effective 
use  of  resources,  e  The  RO  is  the  voice  of  "HCFA"  in  the  local  community,  e.g.,  only  one 
region  is  each  consortium  has  responsibility  for  monitoring  the  grants  to  the  Peer  Review 
Organizations.  The  Northeastern  Consortium  is  made  of  Regions  II,  III,  and  I  the 
Southeastern  Consortium  includes  Regions  IV  and  VI;  the  Midwest  Consortium  Regions  V 
and  VII  and  the  Western  Consortium  Regions  VIII,  IX  and  X. 

B.  Functional  Statement 

The  functional  responsibilities  of  the  ROs  are  far-reaching  and  include  the  following 
activities: 

□  Directs  the  planning,  coordination,  and  implementation  of  the  programs  under  Titles 
XI,  XVIII,  and  XIX  of  the  Social  Security  Act  and  related  statutes  within  the  Region. 
Monitors  Medicare  contractor  performance  in  the  areas  of  claims/bills  processing, 
customer  service,  coverage  policy,  payment  to  physicians  and  suppliers,  and 
electronic  media  claims.  Evaluates  Medicare  contractor  performance  and  prepares 
annual  Report  of  Contractor  Performance.  Recommends  renewals,  non-renewals, 
rescissions,  and  terminations  of  Medicare  contracts,  excluding  Medicare  Integrity 
Program  contracts. 

□  Monitors  contractor  performance  and  provides  technical  assistance  and  support  with 
respect  to  the  detection  of  fraud,  abuse,  and  waste  in  the  Medicare  Program,  medical 
review,  coverage  and  reimbursement  policy,  overpayment  identification  and 
collection.  Medicare  Secondary  Payer  (MSP),  and  provider  audit.  Negotiates  and 
approves  Medicare  contractor  budget  and  budget  modifications. 
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□  Manages  and  tracks  Medicaid  State  Plan  Amendments,  waiver  actions,  contract 
approvals,  and  other  Medicaid  operational  activities.  Conducts  review  and  monitoring 
activities. 

□  Monitors  State  performance  in  the  Survey  and  Certification,  Medicaid,  Clinical 
Laboratory  Improvement  Act  (CLIA),  and  Health  Insurance  Portability  and 
Accountability  Act  (HIPAA)  programs  through  program  evaluation,  Federal  surveys, 
and  monitoring  corrective  action  on  identified  compliance  issues. 

□  Directs  Medicare  and  Medicaid  program  safeguard  activities  through  working 
relationships  with  contractors,  providers,  physicians,  beneficiaries,  the  Office  of 
Inspector  General,  State  Agencies  and  other  Federal  agencies,  as  well  as  local  and 
national  organizations  and  individuals. 

□  Manages  and  oversees  beneficiary,  provider,  and  public  information  programs  in  the 
region  to  assures  that  the  information  needs  of  the  Medicare  and  Medicaid 
beneficiaries  are  fully  understood  and  met,  to  the  maximum  degree  possible. 

□  Provides  technical  support  to  contracting  Medicare  Plus  Choice  Organizations  and 
other  prepaid  health  plans.  Monitors  Medicare  Plus  Choice  eligibility,  enrollment, 
disenroUment  and  appeals  procedures.  Reviews  and  recommends 
approval/disapproval  of  initial  managed  care  applications  and  service  area 
expansions,  and  conducts  post-contract  reviews  to  assure  continuing  compliance. 

□  Develops  program  policy  as  required  where  no  clear  precedent  exists. 
Recommends  changes  to  national  policy  when  need  is  identified. 

□  Monitors  developments  and  trends  in  health  care  delivery  within  the  states  within  the 
region. 

□  Conducts  training,  outreach  and  collaborative  activities  involving  providers,  provider 
groups,  health  care  professional  organizations,  consumer  groups,  beneficiaries,  and 
State  agencies,  relating  to  Medicare  and  Medicaid  programs. 

A.       Core  Functions 

The  following  are  the  RO  core  functions  most  directly  related  to  the  SHIPs: 

□   Beneficiary  assistance  and  education  -  Implements  major  program  initiatives  in 
the  region,  i.e..  Quality  Improvement,  Dual  Eligibles,  Maternal  and  Child  Health, 
Welfare  Reform,  AIDS/HIV,  and  Fraud  Control;  coordinates  outreach  efforts  with 
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SHIP  grantees;  provides  assistance  to  Medicare  beneficiaries,  their  families,  or 
members  of  the  public  on  issues  relating  to  Medicare  and  Medicaid  via  telephone, 
written  and  electronic  communications  and  direct  person  -to-person  contact. 

□  Training,  resource  materials,  technical  assistance  and  research  -  Provides 
direction  and  technical  assistance  to  the  Social  Security  district  offices  concerning 
Medicare  entitlement,  post-entitlement,  and  beneficiary  education  functions,  and 
monitors  the  performance  of  these  functions;  controls  and  responds  to  a  wide 
range  of  inquiries  from  beneficiaries,  Congressional  offices,  providers,  and  others; 
provides  specialized  technical  support  and  oversight  related  to  Part  A  and  B  and 
appeals. 

□  Media  promotion  -  In  coordination  with  Central  Office,  develops  and  distributes 
public  service  announcements  and  articles  to  the  print  and  broadcast  media  on 
general  Medicare  /Medicaid  information;  promotes  HCFA  consumer  programs, 
i.e.,  consumer  Health  initiatives  through  the  media;  releases  public  notices  to  the 
print  media  on  provider  terminations  and  other  program  activities;  participates  in 
radio  and  television  programs  to  provide  information  on  Medicare  and  Medicaid. 

□  Policy  and  long  term  planning  -  Identifies  needs  for  policy  interpretation  and 
development  based  on  interaction  with  the  regional  partners  and  beneficiary 
community;  assist  Central  Office  and  partners  with  planning  for  outreach  and 
informational  campaigns,  including  distribution  of  funds. 

□  Communications  and  networks  -  Develops  and  maintains  local  web  sites; 
establishes  partnerships  with  local,  state  and  federal  agencies  and  with  interested 
outside  organizations. 

□  Grant  administration  and  program  development  -  Assists  CBS  with  the 
administration  of  the  SHIP  grant,  especially  in  the  area  of  regional  data  collection 
and  reporting. 

These  basic  categories  will  be  referenced  in  the  following  discussions  of  the  ROs  interactions 
with  the  various  other  partners. 

D.      Regional  Office  Interrelationship  With  Other  Partners 

1.   The  Center  for  Beneficiary  Services:  Administration  of  Medicare  and  Medicaid. 
The  ROs  are  responsible  for  administering  Medicare,  Medicaid  and  other  HCFA 
programs  in  their  geographic  area.  The  RO  implements  the  rules  and  regulations 
developed  by  HCFA  Central  Office.  Every  RO  has  a  component,  which  is  usually 
called  Beneficiary  Services  or  Customer 
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Relations,  that  is  responsible  for  assisting  CBS  with  outreach,  education 
and  problem  resolution.  The  RO  has  regular  direct  contact  with  the  local  SHIPs 
and  other  local  partners.  It  helps  CBS  gather  the  information  needed  to  better 
serve  the  Medicare  beneficiary. 

□  Beneficiary  assistance  and  education.  One  of  the  main  activities  of  all  ROs  is 
beneficiary  assistance  and  education.  ROs  assist  CBS  in  the  dissemination  of 
material  develop  by  CO.  ROs  also  develop  local  materials,  which  are  shared  with 
CBS  for  use  by  HCFA  in  its  national  campaigns.  Direct  and  individual 
beneficiary  service  is  a  primary  function  of  the  RO.  Assistance  with  problem 
resolution  is  handled  by  RO  staff  and  through  the  assistance  of  partners  such  as 
the  SHIP  and  the  Medicare  contractors.  Additionally,  most  Congressional  offices 
look  to  the  ROs  for  assistance  with  constituent  problems. 

□  Training,  technical  assistance  and  research.  The  ROs  assist  CBS  with  the 
development  and  testing  of  training  and  resource  materials  that  will  be  used  by 
SHIPS  and  other  partners.  The  ROs  become  the  local  resource  for  SHIPs  for 
technical  assistance  and  research  involving  CBS  programs  and  issues. 

□  Outreach  promotion  and  media  activities.  ROs  are  responsible  for  local  outreach 
campaigns  for  national  initiatives  included  with  the  NMEP,  such  as  consumer 
health  (flu  and  mammography).  The  ROs  work  with  partners,  including  SHIPs, 
on  these  outreach  projects  in  the  promotion  of  our  national  programs.  ROs  are 
also  responsible  for  local  media  activities,  both  print  and  broadcast,  including,  but 
not  limited  to,  appearances  on  regional  TV  and  radio  shows  to  promote  or  explain 
HCFA  programs,  submission  of  articles  to  local  newspapers  and  other  periodicals, 
local  press  releases  for  outreach  activities,  and  local  press  releases  for  provider 
termination. 

□  Policy  development  and  long  range  planning.  The  RO  works  with  CBS  by 
supporting  policy  development  and  long  range  planning  for  the  SHIP  grant 
through  the  review  of  and  input  into  grant  solicitation  materials  and  SHEP 
regulations;  it  assists  with  the  evaluation  of  SHIP  supplemental  funding  grants:  it 
supports  information  dissemination  by  acting  as  a  local  resource  for  SHIPs  on 
policy  issues. 

□  Performance  measures,  data  collection  and  reporting.  The  ROs  are  responsible 
for  performance  measures,  data  collection  and  reporting  for  Medicare  carriers, 
Medicare  intermediaries,  State  Medicaid  Agencies,  State  Survey  Agencies  and 
M+COs.  The  ROs  have  little  involvement  in  the  reporting  and  measurement  for 
SHIP  grants,  except  for  ad  hoc  activities  designed  to  collect  and/or  review 
information  on  a  specific  activity  during  a  specific  time  period,  e.g..  Special 
Information  Campaign  telephone  activity  during  the  Fall  1998  open  Enrollment 
period  for  Medicare  Choice. 
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□  Networking  and  partnership  development.   The  ROs  support  HCFA  programs  by 
establishing  networks  of  partners  to  help  the  agency  reach  beneficiaries,  providers 
and  other  customers.  Communication  is  an  important  tool  for  ROs.  Appropriate, 
frequent  and  honest  communications  with  partners  improves  the  ROs  ability  to 
work  effectively  in  the  local  community.  As  needed,  the  ROs  will  convene 
meetings  with  partners  to  educate  and  inform  them  about  changes  in  Medicare  and 
Medicaid.  Many  ROs  hold  regular  meetings  or  conference  calls  with  SHIPs  to 
enhance  communications  and  exchange  of  information  and  to  support  CBS 
activities  and  initiatives. 

□  Grant  administration  and  program  development.  The  ROs  monitor  and  review  the 
Medicare  contractors  (carriers  and  intermediaries),  the  State  Medicaid  Agencies, 
the  State  Survey  Agencies,  and  the  Medicare  Plus  Choice  organizations  (M+CO) 
to  insure  compliance  with  HCFA  rules  and  regulations  governing  Medicare  and 
Medicaid  financial  program,  claims  processing  systems,  customer  service, 
program  integrity  and  provider  certification.  (The  PROs  are  monitored  by  one 
region  in  each  consortium.)  The  RO  not  only  conducts  compliance  reviews  but 
also  collects  information  on  the  operation  of  Medicare  and  Medicaid  which  is 
shared  with  other  ROs  and  with  CO  to  improve  and/or  enhance  the  administration 
of  these  programs,  for  which  HCFA  is  responsible.  The  ROs  also  assist  CBS  with 
the  administration  of  the  SHIP  grant  by  acting  as  a  local  resource  for  exchange  of 
information  and  materials  and  for  technical  assistance. 

2.  SHIP  Grants  and  Grantees:  Each  RO  is  expected  to  provide  technical  assistance 
and  support  to  the  SHIP  grantees.  Each  RO  has  a  RO  SHIP  Coordinator,  who  acts 
as  a  liaison  to  the  SHIPs  in  the  Region.  At  present,  the  specific  duties  of  the  RO 
SHIP  Coordinator  may  vary  from  region  to  region.  At  a  minimum,  the  ROs  are 
expected  to  support  the  SHIP  grant  by  providing  assistance  with  case  resolution; 
with  development  and  maintenance  of  relationships  with  other  RO  partners  such 
as  the  Medicare  contractors,  Medicaid  agencies,  and  SSA;  and  with  access  to 
HCFA  resource  materials. 

Most  ROs  include  the  SHIPs  in  outreach  planning  and  often  assist  the  local  SHIP 
directors  with  outreach  activities.  Some  RO  SHIP  Coordinators  convene  regularly 
scheduled  teleconferences  or  meetings  with  SHIPs  to  exchange  information.  Some 
ROs  provide  assistance  to  SHIPs  with  training  for  volunteers,  either  directly  by 
participating  in  the  training  sessions  or  indirectly  by  providing  resource  materials 
and  information  that  may  be  used  by  the  SHIP  trainers. 

The  ROs  are  responsible  for  beneficiary  case  resolution  and  work  with  SHIPs  on 
individual  case  problems  involving  claims  issues,  entitlement  issues  and  M+C 
enrollment  and  disenrollment  issues. 
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Since  the  ROs  are  involved  in  the  day-to-day  administration  of  the  Medicare  and 
Medicaid  programs,  they  also  assist  the  SHIPs  with  questions  and  issues  involving 
Medicare  contractors,  Medicaid  State  Agencies,  provider  certification,  and  Peer 
Review  Organizations.  In  addition,  several  ROs  are  working  with  SHIPs  on 
special  fraud  detection  activities. 

3.  SHIP  Steering  Committee:  The  ROs  have  limited  relationships  with  the  SHIP 
Steering  Committee  members.  When  the  Steering  Committee  (SC)  member  is 
physically  located  within  the  HCFA  region,  i.e.,  one  of  the  local  SHIP  directors,  The 
RO  SHIP  Coordinator  automatically  includes  the  SC  member  in  all  regional 
office/SHIP  meetings,  conference  calls  and  other  informational  activities.  However, 
when  the  SC  member  is  not  physically  located  in  the  HCFA  region,  the  RO  SHIP 
coordinator's  communications  with  that  SC  member  may  be  inconsistent,  because  of 
lack  of  proximity  or  because  a  relationship  has  not  been  established.  The  ROs  that 
have  regular  meetings  and  teleconferences  with  their  SHIPs  often  invite  the  SC 
member  for  the  region.  There  are  no  established  procedures  for  creating  and 
maintaining  a  partnership  between  the  ROs  and  the  SC  member  who  represents  the 
SHLPs  in  that  region. 

4.  SHIP  Resource  Center:  Most  ROs  have  no  involvement  or  relationship  with  the  SHIP 
Resource  Center.  ROs  do  not  routinely  interact  with  the  Resource  Center,  which  was 
primarily  set  up  to  serve  as  an  information  repository  for  the  SHIP  directors  and  to 
support  the  SC. 

E.       RO's  Needs  From  Other  Partners: 

1.  SHIPS:  Regular  contact  with  Regional  Office  RO  SHIP  liaison;  assistance  in 
development  of  local  partner  network;  assistance  with  public  information  and 
outreach;  reports  on  SHIP  outreach  activities;  acknowledgement  of  HCFA' s  role  in 
outreach  events  and  public  information;  copies  of  reports  and  grants  requests. 

2.  HCFA  Center  for  Beneficiary  Services:  Timely  information  on  grant  issues  and 
solicitations;  support  for  SHIP/RO  activities;  promotion  of  RO  SHIP  liaison 
function;  assistance  with  policies  and  procedures  affecting  SHIP  grants;  timely 
notice  of  teleconferences/meetings  involving  SHIP  grants;  standardized  fact  sheets 
and  informational  materials  on  SHIP  grant  for  public  release. 

3.  SHIP  Steering  Committee:  More  regular  communication  with  RO  SHIP  liaison  on 
issues  affecting  SHIPs  in  the  Steering  Committee  Member's  jurisdiction; 
participation  on  RO/SHIP  calls  and  meetings,  as  needed. 

4.  SHIP  Resource  Center:  A  formalized  relationship  with  RO  SHIP  liaison;  sharing 
of  periodicals,  newsletters,  bulletins  with  RO  SHIP  liaison. 
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F.       Ideas  for  Enhancing  Relationships  with  the  Partners: 

Effective  communications  are  the  key  to  the  enhancement  of  relationships  between  the 
ROs  and  the  SHIPs  and  require  that  the  Regional  Steering  Committee  Member  is  included  in  all 
regional  SHIP  activities.  The  SHIP/HCFA  subcommittee  on  communications  is  presenting 
proposals  for  improving  communications  between  SHIPs  and  the  Regional  Offices. 

The  most  important  proposal  for  the  ROs  will  be  the  establishment  of  a  standardized  RO 
SHIP  Liaison  position.  An  effective  partnership  must  be  based  on  certain  expectations  from  all 
partners.  One  of  the  weaknesses  in  the  HCFA/SHIP  partnership  has  been  the  lack  of  consistency 
in  the  development  and  maintenance  of  the  local  relationships  between  the  regional  offices  and 
the  other  partners.  With  the  approval  and  establishment  of  a  formalized  RO  SHIP  liaison 
position,  which  will  be  consistent  from  region  to  region,  the  ability  to  communicate  and 
coordinate  with  CBS,  with  local  SHIPs,  with  the  Steering  Committee  and  with  the  SHIP 
Resource  Center  will  be  enhanced.  All  partners  will  have  a  better  understanding  of  their  roles, 
responsibilities  and  relationships. 
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SHIP  Steering  Committee 


A.  Background 

The  SHIP  Steering  Committee  (hereinafter  referred  to  as  ''committee")  was  created  during 
the  1994-95  grant  year,  by  a  vote  of  the  SHIP  Project  Directors.  The  committee  is  comprised  of 
five  (5)  elected  members.  In  addition,  the  committee  includes  one  non- voting  representative 
from  the  National  Association  of  Insurance  Commissioners  (NAIC)  and  one  non- voting 
representative  from  the  National  Association  of  State  Units  on  Aging  (NASUA)  and  one  non- 
voting representative  from  HCFA.  Each  member  of  the  committee  represents  the  SHIP  Programs 
in  two  of  HCFA's  designated  regions.  Representation  is  assigned  as  follows: 


Support  and  coordination  for  committee  activities  is  provided  by  the  SHIP  Resource 

Center. 


B.       Functional  Statement 

The  SHIP  Steering  Committee  serves  as  a  representative  group  with  which  HCFA  can 
discuss  and  access  important  matters  affecting  and  related  to  all  SHIPs.  As  defined  in  the 
original  Steering  Committee  Operational  Guidelines,  which  were  adopted  on  October  14,  1994, 
the  purpose  of  the  committee  is  to: 

(a)  represent  the  interests  of  the  state-operated  Health  Information,  Counseling  and 
Assistance  Programs  at  the  national  level. 

(b)  assure  dissemination  of  pertinent  information  to  all  Health  Insurance  Information, 
Counseling  and  Assistance  Programs. 

(c)  assure  coordination  between  Health  Insurance  Information,  Counseling  and 
Assistance  programs  and  all  appropriate  national  organizations  including,  but  not 
limited  to,  the  National  Association  of  Insurance  Commissioners  (NAIC)  and 
National  Association  of  State  Units  on  Aging  (NASUA). 

(d)  encourage  the  development  and  promotion  of  standards  for  Health  Insurance 
Information,  Counseling  and  Assistance  Programs. 
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Combined  Regions  III  and  IV 
Combined  Regions  V  and  VII 
Combined  Regions  VI  and  VIII 
Combined  Regions  IX  and  X 


Combined  Regions  I  and  II 


(e) 


promote  partnerships  with  aging/insurance  affiliated  state  and  national  association, 
so  as  to  enhance  the  effectiveness  of  Health  Insurance  Information,  Counseling  and 
Assistance  Programs. 


(f)      encourage  the  passage  and  implementation  of  legislation  at  the  local,  state  and 

federal  levels  which  will  improve  Health  Insurance  Information,  Counseling  and 
Assistance  Programs. 

C.      Core  Functions 

Over  the  past  few  years,  the  role  of  the  Steering  Committee  has  been  further  shaped  and 
redefined,  as  the  SHIP  Programs  have  expanded  and  the  coordination  of  information,  counseling 
and  assistance  activities  at  the  national  level  has  increased.  This  discussion  on  the  core  functions 
of  the  committee,  which  is  organized  into  the  seven  categories  of  core  roles  and  responsibilities 
established  by  the  core  partnership  group,  attempts  to  capture  and  explain  the  responsibilities  in 
the  context  of  current  activities. 

In  addition,  though  all  SHIP  programs  receive  funding  from  HCFA,  many  programs 
receive  additional  state  or  local  funding.  Therefore,  this  discussion  will  focus  on  those 
responsibilities  of  the  committee  relative  to  the  HCFA-funded  portions  of  the  SHIP  Programs. 

□   Policy  development  and  long-term  planning.  The  committee  coordinates  strategic 
planning  functions  for  the  SHIPs.  With  the  assistance  of  the  Resource  Center,  and 
with  feedback  from  the  53  SHIP  Programs,  the  committee  developed  the  first  SHIP 
Strategic  Plan  in  March  1997.  The  plan  is  used  to  chart  and  monitor  national 
strategies  related  to  the  SHIPs.  The  plan  includes  a  vision  statement,  mission 
statement,  goal  statement,  and  a  number  of  objectives  for  the  SHIP  Programs. 
Included  are  specific  strategies  for  the  committee.  The  plan  is  revised  and  updated 
annually. 

The  committee  works  with  the  HCFA  CBS  on  program  and  policy  development 
issues.  As  the  need  for  Information,  Counseling  and  Assistance  services  has 
increased,  the  committee  has  held  regular  discussions  with  HCFA  CBS  on  the 
expanding  role  of  the  SHIPs,  as  well  as  the  corresponding  need  for  increased  funding 
for  SHIPs.  In  addition,  since  the  line  item  appropriation  for  SHIPs  in  the  federal 
budget  was  deleted  several  years  ago,  the  committee  has  worked  to  re-establish 
program  funding  through  Congress.  To  this  end,  the  committee  participates  in  an 
annual  Congressional  staff  briefing.  The  committee,  through  the  Resource  Center, 
maintains  close  working  relationships  with  the  Senate  Special  Committee  on  Aging 
staff  and  other  key  Congressional  contacts.  The  committee  develops  strategies  to 
assist  SHIPs  with  the  acquisition  of  additional  funding  from  other  government 
organizations,  as  well  as  private  sector  sources  (foundations). 
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The  committee  monitors  policies  and  regulations  in  an  effort  to  stay  abreast  of  national 
trends  and  issues  that  may  affect  Medicare  beneficiaries  and  the  SHIP  Programs. 
Committee  members  provide  feedback  to  HCFA  CBS  when  programmatic  changes  or 
other  events  could  have  an  impact  on  the  SHIP  programs. 

□  Grant  administration  and  program  development.  The  committee  develops  partnerships 
and  coalitions  with  national  stakeholders  of  the  SHIP  programs.  Though  the 
committee  works  most  closely  with  NASUA  and  NAIC,  relationships  have  also  been 
established  with  private  foundations  (Kaiser  Foundation,  etc.),  universities  and  other 
organizations  in  the  aging  and  health  insurance  networks. 

One  of  the  committee's  major  functions  is  to  manage  the  SHIP  Resource  Center, 
which  provides  support  to  the  53  SHIP  programs  and  serves  as  a  central  SHIP  liaison 
to  HCFA  CBS.  The  committee  approves  the  Resource  Center  work  plan,  which 
outlines  activities  and  expectations  for  the  period.  The  Resource  Center  contract  is 
managed  by  a  member  of  the  committee. 

Committee  members  also  chair  special  subcommittees  and  work  groups,  thereby 
providing  critical  input  and  feedback  to  HCFA  CBS  on  such  program-related  issues  as 
reporting,  data  collection  and  training. 

□  Performance  measures,  data  collection  and  reporting.  The  committee  works  with 
HCFA  CBS  and  HCFA  contractors  to  develop  standard  performance  measures, 
program  assessment  instruments  and  customer  service  standards  for  the  SHIPs. 
Through  the  Resource  Center,  the  committee  conducts  annual  surveys  of  SHIP 
projects,  to  produce  consolidated  reports  on  activities  for  the  53  SHIP  Programs.  This 
information  provided  through  the  surveys  is  used  as  a  basis  for  discussion  on  program 
improvement  and  policy  development  issues. 

□  Training,  resource  materials,  technical  assistance  and  research.  The  committee  may 
represent  the  SHIP  programs  at  volunteer  training  and  consumer  and/or  provider 
education  events.  Committee  members  provide  technical  and  program  assistance  to 
Project  Directors  in  their  regions  and  to  outside  parties. 

□  Beneficiary  assistance  and  education.  Committee  members  provide  assistance  and 
education  to  Medicare  beneficiaries  through  their  individual  SHIP  projects.  As  a 
group,  however,  the  committee  does  not  engage  in  this  function. 

□  Media  and  promotion.  The  committee  works  to  promote  the  SHIP  Programs 
nationally,  works  cooperatively  with  HCFA  on  the  development  of  a  proactive  public 
relations  strategy,  and  develops  special  program  education  efforts  for  national  and 
state  policymakers  and  stakeholders. 
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□    Communications  and  networking  .The  committee  is  responsible  for  communicating 
with  the  53  SHIP  Programs.  Methods  of  communication  include:  the  National  SHIP 
Conference;  regional  meetings  and  conference  calls;  special  subcommittees  and  work 
groups;  and  individual  contacts  with  Project  Directors.  Committee  members  attempt 
to  build  consensus  on  critical  issues  prior  to  discussions  with  partners  or  other 
stakeholders.  In  addition,  the  committee  is  responsible  for  keeping  the  individual 
SHIP  Programs  briefed  on  major  activities  and  discussions  at  the  national  level. 

The  committee  works  to  build  alliances  with  service  networks  and  stakeholders  who 
deal  with  Medicare  beneficiaries  in  the  states  and  nationally. 

D.      Interrelationship  With  the  Other  Partners 

/.       HCFA  Center  for  Beneficiary  Services.  A  member  of  the  HCF  A/CBS  SHIP 

Project  Team  (Project  Officer)  serves  as  an  ex-officio  member  of  the  committee 
(an  addition  to  the  original  committee  operational  guidelines).  The  committee 
works  closely  with  all  members  of  the  HCFA  CBS  SHIP  team,  both  formally  and 
informally,  on  a  variety  of  grant  issues.  The  committee  works  with  HCFA  CBS 
staff  to  develop  the  Resource  Center  work  plan  and  manage  the  related  contract. 

2.  HCFA  Regional  Offices.  The  committee  members  work  with  the  Regional  Office 
staff  to  convene  regional  meetings  for  the  SHIP  Programs. 

3.  SHIP  Resource  Center.  The  committee  leads  the  development  of  the  Resource 
Center  and  oversees  its  implementation.  The  Resource  Center  provides  support 
and  assistance  for  the  committee  and  the  individual  committee  members.  Support 
includes,  but  is  not  limited  to:  travel  arrangements  for  committee-related  travel 
(including  reimbursements);  assistance  with  SHIP  teleconferences,  faxes  and 
mailings;  distribution  of  surveys;  research  and  planning;  and  the  preparation  of 
official  SHIP  documents  (strategic  plan,  etc.). 

4.  SHIP  Programs.  The  committee  members  are  elected  by  the  Project  Directors  in 
the  two  assigned  regions.  As  representatives  of  the  SHIP  programs  at  the  national 
level,  committee  members  interact  with  Project  Directors  individually  and  as  a 
group. 
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E.  SHIP  Steering  Committee  Needs  From  Other  Partners 

/.       HCFA  Center  for  Beneficiary  Services.  Inasmuch  as  HCFA  CBS  is  seeking  a 
major  partner  for  beneficiary  counseling,  education  and  outreach,  the  committee 
wants  HCFA  to  consider  the  SHIPs  to  fill  that  role;  also  needed  is  clarification  of 
Steering  Committee  role  and  procedures  for  assisting  CBS  to  obtain  information 
from  SHIPs  through  surveys  and  information  requests. 

2.  HCFA  Regional  Offices.  The  committee  could  better  represent  the  individual 
SHIP  projects  with  more  formal  interaction  with  the  Regional  Offices. 

3.  SHIP  Resource  Center.  The  committee  would  benefit  from  communication 
improvements  (including  voice  mail)  capability  at  the  Resource  Center. 

4.  SHIP  Programs.  The  committee  needs  regular  feedback  from  the  individual  SHIP 
projects. 

F.  Ideas  for  Enhancing  Relationships  with  Other  Partners 

1.  HCFA  Center  for  Beneficiary  Services.  The  committee  could  provide  a  more 
substantive  agenda  and  greater  lead  time/notice  for  HCFA  CBS  for  monthly 
committee  conference  calls. 

2.  HCFA  Regional  Offices.  The  SHIPs  could  benefit  from  more  regular  contact 
between  the  ROs  and  committee  members.  Suggestions  include  inviting  a  RO 
representative  to  monthly  committee  conference  calls,  and  inviting  ROs  to  help 
plan  the  Annual  SHIP  Conference. 

3.  SHIP  Resource  Center.  Communications  could  be  improved  through  the  addition 
of  a  voice  mail  system. 

4.  SHIP  Programs.  The  committee  members  should  maintain  regular 
communication  with  regions  and  state  SHIPs,  through  regularly-scheduled 
conference  calls. 
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The  SHIP  Resource  Center 


A.  Background 

The  SHIP  Resource  Center  (formerly,  ICA  Resource  Center)  was  first  conceived  by  the 
(then)  ICA  Project  Directors  at  a  meeting  convened  by  HCFA  in  Columbia  Maryland  in  1993; 
and  further  refined  at  another  SHIP  project  directors  meeting  in  Denver  of  1994.  At  these 
meetings  the  directors  voiced  the  need  for  increased  technical  assistance,  training,  and  support. 
They  also  identified  the  need  for  a  repository/clearinghouse  that  would  have  the  capacity  to 
collect  and  disseminate  program  related  materials.  The  clearinghouse  function  would  assure  that 
project  directors  could  learn  from  and  utilize  each  other's  expertise  and  thus  avoid  needless  re- 
inventing of  public  education  and  training  materials.  NASUA  attended  these  meetings  and 
identified  its  organizational  interest  and  capability  to  serve  as  a  Resource  Center  for  the  program 
directors. 

Directors  from  aging  departments  recognized  NASUA's  capabilities  based  on  its  many 
years  of  providing  program  and  policy  support  to  the  state  aging  programs  and  acknowledged  its 
suitability  to  house  the  SHIP  Resource  Center.  The  need  for  a  Steering  Committee  to  serve  as  the 
main  channel  of  communication  and  coordination  between  the  program  directors,  federal 
officials,  flinders  and  interested  organizations  was  also  identified  at  this  time. 

Subsequently,  the  directors  empowered  a  small  task  force  to  develop  the  ICA  Steering 
Committee  which  began  operations  in  1994-95.  One  of  the  Committee's  first  tasks  (in  addition  to 
securing  consistent  funding  for  the  program)  was  to  survey  the  project  directors  and  identify 
priorities  for  Steering  Committee  action.  The  majority  of  the  respondents  said  the  first  or  second 
priority  for  the  Committee  ought  to  be  establishing  a  national  resource  center  to  facilitate 
communication  and  provide  technical  assistance. 

In  1995  NASUA  developed  a  proposal  for  the  SHIP  Resource  Center  and,  working  with 
the  Steering  Committee  and  HCFA,  finalized  the  goals,  objectives  and  tasks  for  the  Center  to  be 
funded  under  a  grant  from  the  Michigan  Office  of  Services  to  the  Aging  (MSA).  An  agreement 
with  MSA  was  signed  in  March  3,  1996;  shortly  after,  a  work  plan  for  the  Center  was 
reviewed/confirmed  in  a  joint  meeting  of  the  Steering  Committee,  HCFA,  the  National 
Association  of  Insurance  Commissioners  (NAIC). 

NASUA  immediately  allocated  staff  time  to  serve  as  temporary  Center  Director  and,  with 
the  Steering  Committee  developed  a  position  description  for  a  full  time  director  which  was  filled 
in  the  winter  of  1997.  Currently  the  staffing  profile  of  the  Center  includes:  the  fiill  time  Center 
Director  (Bemice  Hutchinson)  and  Program  Specialist  (Monika  Ringuette);  and  part  time  staff 
including  Policy  Analyst  (Kathy  Konka),  Administrative  Assistant/Conference  Manager  (Doreen 
Coates)  and  NASUA  organizational  coordination  provided  by  Sara  Aravanis. 
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B.       Functional  Statement 


The  SHIP  Resource  Center  is  a  key,  national  source  of  information  and  assistance  to  SHIP 
program  directors.  It  is  dedicated  to  the  development  of  quality  SHIP  programs  across  the 
country  and  to  building  knowledge  of  and  support  for  the  program  with  key  stakeholders. 

The  Resource  Center  is  housed  in  and  administered  by  the  National  Association  of  State 
Units  on  Aging  (NASUA)  in  partnership  with  the  SHIP  Steering  Committee  and  the  Health  Care 
Financing  Administration.  The  Center  works  in  close  collaboration  with  the  HCFA  Center  for 
Beneficiary  Services  (CBS)  assisting  and  facilitating  communications  with  the  SHIPS.  The 
Center's  activities  are  described  in  a  work  plan  which  is  developed  in  consultation  with  the  SHIP 
Steering  Committee,  HCFA,  and  CBS. 

Specifically,  the  Center's  primary  customers  are  the  SHIPs.  The  Centers'  customer  service 
objectives  are  the  following: 

1 .  Provide  telephone,  mail,  electronic  and  on-site  technical  assistance  to  managers 
and  staff  of  SHLP  Programs; 

2.  Proactively  collect,  categorize,  analyze  and  regularly  disseminate  updates  on 
pertinent  federal  and  state  laws  and  regulations  and  program  issues  related  to 
health  insurance  issues; 

3.  Facilitate  state  exchange  of  best  practices  and  the  promotion  of  peer-to-peer 
problem  solving  among  managers  and  staff  of  SHIP  programs; 

4.  Provide  training  and  public  education  efforts  designed  to:  1)  improve  the  skills  and 
knowledge  of  SHIP  program  managers;  2)  improve  elders'  and  caregivers' 
knowledge  about  and  ability  to  access  SHIP  programs  and  3)  promote  awareness 
of  the  program  among  national  organizations  and  other  service  providers. 

5.  Provide  administrative  support  to  the  SHIP  Steering  Committee. 

C.      Core  Functions 

The  core  functions  of  the  Resource  Center  are:  technical  assistance,  good  practice 
identification  and  dissemination,  training,  education,  communication  improvement  (primarily 
focused  on  policy  makers,  national  organizations  and  state  personnel),  policy  analysis, 
administration  and  program  development. 
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□    Training,  Resource  Materials,  Technical  Assistance  and  Research 

Technical  assistance.  Direct  assistance  is  provided  to  project  directors  on  issues 
related  to  program  management.  For  example,  prior  to  the  implementation  of 
Medicare+  Choice,  the  Center  collected  "Managed  Care"  consumer  information 
materials  from  the  SHIPS,  policy  papers,  journal  articles,  and  other  important  written 
pieces  on  the  topic  and  established  extensive  "Managed  Care  Holdings"  The 
availability  of  the  holdings  was  publicized  to  HCFA,  the  SHIPS  and  others.  Materials 
from  the  holdings  were  used  by  programs  as  models  for  their  own  development  of 
public  education.  The  holdings  also  supported  the  development  of  HCFA  sponsored 
video  for  counselors  and  consumers  entitled,  "A  Counselors  Guide  to  Medicare 
Managed  Care".  The  Center  has  also  established  an  inventory  of  SHIP  brochures, 
comparison  charts,  training  curricula,  flyers  etc...  and  provides  summaries/examples 
of  these  materials  to  SHIP  directors,  as  needed. 

Good  practice  identification  and  dissemination.  Under  this  function,  the  Center 
conducts  as  least  one  major  survey  of  SHIP  programs  each  year  and  uses  the  collected 
program  implementation  materials  to  assist  SHIPS.  In  1997  and  again  in  1998  the 
Center  conducted  two  major  surveys  of  the  SHIPS  and  developed  two  reports- 
Baseline  1,  and  Baseline  2.  This  data  provided  a  comprehensive  picture  of  the  program 
and  contributed  to  the  development  of  distinct  products  featuring  good  practices,  such 
as,  "Outreach  To  Minority  Populations"  a  book  replete  with  peer-to-peer  advice  on 
what  works  and  what  does  not  work  in  trying  to  improve  service  accessibility  to 
minority  populations. 

Training.  Training  is  provided  to  SHIPs  by  staff,  on  request.  For  example  the  Center 
Director  has  been  a  trainer  for  the  SHIP  Medicare+Choice  training  in  Iowa  and  New 
York  and  Mississippi.  In  1998-99  under  a  grant  from  the  Administration  on  Aging 
Center  staff  developed  a  curriculum  on  managed  care  for  the  aging  network  to  assure  a 
smooth  referral  system  between  the  aging  network  and  the  SHIPS,  where  the  expertise 
for  insurance  counseling  resides.  Further,  a  cornerstone  of  the  Center's  training 
activities  is  the  annual  project  directors  conference.  The  Center  staff  provides  training 
on  specific  topics  and  works  with  a  committee  of  SHIP  directors  to  identify  and 
prioritize  needs,  contact  speakers,  develop  the  program,  and  coordinate  with  HCFA  - 
CBS  on  logistics.  The  Center  provides  conference  materials,  honoraria  and  travel 
reimbursement  for  appropriate  speakers. 

Communication  improvement.  The  Center  has  a  communication  improvement 
initiative  underway  to  facilitate  more  effective  and  smoother  communications  among 
the  partners.  Among  the  components  of  the  initiative  are:  regularly  scheduled 
(quarterly)  publication  of  the  Update,  the  Weekly  Preview  which  highlight  meetings 
and  activities  of  Center  staff,  regular  policy  memoranda,  greater  use  of  internet, 
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e-mail,  and  telephone  service  upgrades.  The  Center  will  also  provide  assistance  to 
HCFA  on  the  development  of  a  SHIP  web  site,  training  curriculum  development  and 
program  development  in  areas  such  as  minority  outreach,  volunteer  management  and 
program  administration  assistance. 

□  Media  and  Promotions 

Education.  Center  staff  educate  key  stakeholders  in  the  Washington  area  about  the 
program.  Under  this  function  staff  have  worked  with  organizations  such  as  the  Kaiser 
Family  Foundation,  the  American  Pharmaceutical  Association  (APA),  the  National 
Caucus  and  Center  on  Black  Aging,  the  American  Diabetes  Association,  The  Alliance 
for  Health  Reform  and  many  others  to  help  them  understand  the  basic  framework  of 
the  program—  what  the  SHIP  program  does;  how  to  reach  it;  and  what  consumers  can 
expect  to  obtain  from  the  program.  Generally,  the  Center  builds  confidence  in  the 
program's  quality  and  ability  to  assist  consumers.  For  example,  the  Center  facilitated  a 
Kaiser  Family  Foundation  study  using  SHIP  counselors  in  focus  groups  to  identify 
beneficiary  information  and  support  needs  given  the  growth  of  managed  care.  The 
Center  played  a  pivotal  role  in  the  development  of  an  APA  brochure  on  what  a 
consumer  needs  to  know  about  drug  benefits  in  managed  care.  Similarly,  the  Center 
informs  congressional  staff,  federal  agencies  and  others  about  current  issues  facing  the 
program  through  annual  briefings,  as  noted  above.  The  Center  develops  national 
program  description  and  promotion  materials,  compiles  packets  of  information 
customized  for  particular  audiences  and  speaks  on  behalf  of  the  SHIPS  in  various 
meetings  on  health/health  insurance  for  older  persons. 

□  Policy  Development  and  Long  Term  Planning 

Policy  analysis.  The  Center  conducts  daily  reviews  of  the  Federal  Register  to  identify 
issues  of  importance  to  SHIPS;  attends  Congressional  hearings,  commission  meetings, 
and  briefings;  provides  summaries  of  testimony  on  key  issues  such  as  Medicare, 
consumer  protection  in  health  care,  BBA  and  HIPAA  implementation.  Center  staff 
also  provide  guidance  to  the  Steering  Committee  for  the  development  of  comments  on 
regulations  and  the  Center  communicates  with  Congress  in  support  of  the  SHIP 
program.  For  example,  the  Center  assists  the  Steering  Committee  in  providing  an 
annual  Congressional  staff  briefing  on  the  SHIP  program.  The  Center  completes 
logistical  arrangements,  develops  invitation  letters,  prepares  briefing  packets 
coordinates  Steering  Committee  presentations.  Briefings  of  this  nature  are  designed  to 
help  Congressional  staff  understand  how  the  program  works  and  to  refer  constituents 
to  state/local  SHIP  programs  for  assistance.  Working  with  the  Steering  Committee,  the 
Resource  Center  provided  information  and  documentation  of  the  impact  of +Choice  on 
the  SHIPS,  illustrating  the  need  for  additional  funding  to  enable  HCFA  and  SHIPs  to 
fulfill  their  obligations  to  beneficiaries. 
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□  Communication  and  Networking 

Partnership  development  and  coalition  building.  The  Center  reaches  out  to  individuals 
and  organizations  that  have  the  potential  to  help  the  SHIPs,  and  facilitates  efforts  to 
link  these  organizations  together  at  the  state  and  community  level  for  the  purpose  of 
improving  services  for  beneficiaries.  For  example,  the  Center,  in  consultation  with  the 
Steering  Committee  and  as  a  part  of  the  Committee's  strategic  plan,  recently  began 
developing  relationships  with  key  national  organizations  representing  the  minority 
elderly.  As  a  result  of  this  partnership  development,  new  opportunities  for  SHIPs  to 
utilize  Older  Americans  Act,  Title  V  employees  as  counselors/staff  are  expected  to 
develop.  Linkages  have  also  proven  helpful  as  programs  are  searching  for  resources 
(printed  materials,  videos,  story  boards,  etc..)  in  languages  other  than  English. 

□  Administration  and  Program  Development 

Administer  the  center  and  provide  administrative  support  to  the  SHIP  Steering 
Committee.  In  fulfilling  this  function,  the  Center  completes  the  following  activities: 
provides  staff  support  for  Steering  Committee  meetings  via  teleconference  and  in- 
person  (at  least  once  per  year),  facilitates  the  review  and  updating  of  the  SHIP 
Strategic  Plan,  develops  the  Center  Work  Plan  (based  on  the  Strategic  Plan  and  input 
by  the  Steering  Committee),  publishes  the  Center  Update  (quarterly  newsletter),  staffs 
the  Steering  Committee's  subcommittees  (publications  review,  NPR  development, 
training,  managed  care,  conference  planning),  maintains  the  project  director  contact 
list,  works  with  various  HCFA  Centers  to  keep  state  800  numbers  current  for 
publications,  responds  to  requests  for  assistance/materials  review  by  various  HCFA 
contractors,  responds  to  HCFA-CBS  requests  for  assistance,  conducts  surveys  of  the 
program  (one  major  survey  per  year  and  periodic  quick-response  surveys,  as  needed), 
develops  publications  and  promotional  materials,  provides  reports,  summaries  of 
teleconferences,  meetings  and  policy  update  memoranda  to  the  SHIPS,  coordinates 
SHIP  directors'  participation  in  task/work  groups  convened  by  HCFA  or  the  Steering 
Committee. 

Program  development.  In  this  role  the  Center  combines  its  policy  analysis  and 
technical  assistance  role  to  provide  advice  and  assistance  to  SHIPS  on  program 
improvement  issues  such  as  outreach,  coordination  with  the  important  networks  (e.g., 
the  aging  network,  minority  organizations,  disease  specific  programs,  etc. . .),  caregiver 
initiatives,  and  options  for  service  improvements.  The  Center  helps  in  preparing 
SHIPs  to  modify  or  improve  program  structures  and  approaches  in  order  to  take 
advantage  of  (or  respond  to)  changes  in  the  health  care  systems. 
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D.       Interrelationships  Between  the  Resource  Center  and  Other  Partners 


1.  Center  for  Beneficiary  Services  (CBS).  A  member  of  CBS  staff  is  an  ex-officio 
member  of  the  Steering  Committee  thus,  CBS  is  involved  in  reviewing  and 
commenting  the  Center's  activities.  CBS  provides  funding  for  the  Center  through 
arrangements  with  a  SHIP  program.  CBS  requests  assistance  of  the  Center  staff  for 
such  things  as,  surveys  of  programs,  communications  with  project  directors, 
identification  of  good  practices,  data  analysis.  CBS  relies  on  the  Center  to 
coordinate  content  and  logistical  arrangements  for  the  annual  training  conference. 

2.  HCFA  Regional  Offices.  A  representative  of  the  ROs  serves  on  the  planning 
committee  for  the  annual  conference.  SHIP  liaisons  in  the  ROs  receive  the  Center 
Update  Very  little  day-to-day  activity  or  exchange  occurs  between  the  Center  and 
ROs. 

3.  SHIP  Steering  Committee.  The  Resource  Center  is  in  regular  and  frequent 
telephone  contact  with  the  SC.  The  Committee  is  responsible  for  implementation 
/updating  of  the  Strategic  Plan  and  for  approval  of  the  Center  work  plan. 

4.  SHIP  Programs.  The  Resource  Center  provides  information  to  the  programs 
through  three  vehicles:  the  Center  Update  (a  bi  monthly  newsletter),  periodic/as 
needed  policy  memos  highlighting  policy  issues  of  importance,  and 
telephone/teleconferences  on  specific  program  related  topics.  The  Center 
maintains  an  extensive  clearinghouse  of  program  materials  and  provides 
customized  searches  for  project  directors,  on  request.  New  project  directors  are 
"welcomed"  by  the  Center  Director  who  provides  an  overview  of  Center  supports; 
and  a  new  directors  orientation  is  provided  each  year  during  the  annual  training 
conference.  The  Center  collects  resource  and  good  practice  materials  from  the 
projects  through  surveys  and  telephone  requests. 

E.       Resource  Center  Needs  From  the  Partners: 

1.       SHIPs  -  The  Center  needs  all  programs  to  send  their  newly  developed  materials  to 
the  Center.  The  RC  also  needs  the  SHIPs  to  utilize  the  clearinghouse  and  request 
assistance  from  the  Center  before  embarking  on  the  development  of  materials.  The 
Center  needs  SHIPS  to  respond  to  surveys  and  to  inform  the  Center  of  innovative 
practices  so  that  they  can  be  communicated  to  /shared  with  other  programs. 
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2.  HCFA/CBS  -  the  Center  needs  a  single  "point  of  entry"  so  that  staff  are  not  pulled 
in  many  directions  by  various  HCFA  staff  requiring  Center  assistance.  The  Center 
would  benefit  from  CBS  contributions,  review  and  comment  on  its  work  plan. 
Since  Center  staff  are  focused  on  work  plan  implementation,  if  priorities  change 
there  should  be  a  decision  made  (by  the  Steering  Committee  and  HCFA  together 
with  the  RC)  to  alter  the  work  plan  or  otherwise  accommodate  such  changes.  The 
Center  needs  to  be  accountable  for  the  work  plan  yet  it  is  also  interested  to  be 
responsive  to  "immediate  needs."  A  process  must  be  developed  to  obtain  all 
parties'  buy- in/approval  of  the  work  plan  and  a  means  established  for  making 
changes  in  the  plan.  The  Centers  role  in  facilitating  CBS  program  surveys  and/or 
information  "blitzes"  should  be  clarified. 

3.  HCFA  Regional  Office  —  The  Center  would  benefit  from  RO  perspective  on 
the  training  and  technical  assistance  needs  of  the  SHIPs.  Also,  ROs  could  assist 
the  RC  by  providing  copies  of  good  practice  materials  and  providing  content  on 
good/innovative  practices  to  the  Center  for  publication  in  the  Update. 

4.  SHIP  Steering  Committee  —  The  Center  needs  more  support  and 
acknowledgement  of  the  good  work  that  is  done  in  "tending"  to  the  business  of  the 
SC.  For  example,  the  Center  publicized  the  impact  of +Choice  on  the  program  and 
assisted  the  SHIP  Steering  Committee  in  illustrating  the  need  for  increased 
resources.  Not  all  program  directors  understand  the  role  that  the  Resource  Center 
played  in  this  development.  Likewise,  many  are  not  fully  aware  that  the  Center's 
voice/presence  on  behalf  of  the  SHIPs  assures  that  policy  makers  and  program 
administrators  are  continually  provided  with  information  about  SHIPs,  about 
beneficiaries  real  needs,  and  the  impact  of  HCFA  actions  on  the  programs.  The 
Resource  Center  would  benefit  from  more  consistent  communication  between  each 
SC  member  and  his/her  states. 


F.       Recommendations  for  Enhancing  Relationships  With  the  Partners 

1.       The  SHIPS  —  The  Center's  communication  improvements  (i.e.,  more  frequently 
scheduled  Updates,  greater  use  of  e-mail,  staff  expertise  listing  etc..)  in 
combination  when  coupled  with  the  above  recommendations  would  enhance  the 
ability  of  the  Center  to  better  serve  the  SHIPs.  Comments  on  the  Center's  activities 
should  be  directed  to  the  Steering  Committee  member  who  serves  as  Resource 
Center  Chair. 
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2.  The  Center  for  Beneficiary  Services  —  CBS  could  identify  one  person  to  be  the 
contact  for  the  Resource  Center  and  be  involved  (with  the  Steering  Committee)  in 
review  and  comment  on  the  Center  work  plan.  CBS  might  retain  the  Center  as  a 
potential  grantee/contractor  for  additional  projects/tasks.  Routing  comments  about 
the  activities  of  the  Center  through  the  Resource  Center  Chair  (a  member  of  the 
Steering  Committee  who  has  responsibility  for  assisting  and  monitoring  the 
Center)  would  enhance  the  Center's  ability  to  work  effectively  with  HCFA  Center. 

3.  Regional  Offices  ~  The  ROs  could  identify  a  lead  person  to  serve  as  liaison  with 
the  Center,  This  person  could,  as  time/interest  permits,  participate  in  Center 
teleconferences,  work  groups  providing  input  to  the  Center.  ROs  should  also  use 
the  Resource  Center  Chair  for  commenting  on  the  activities  of  the  Center. 

4.  The  Steering  Committee  --  with  Center  providing  assistance  with  logistical 
arrangements  the  SC  could  convene  more  frequent  bi-regional  teleconferences  with 
SHIP  directors  for  updates,  identification  of  current  issues  etc.  These  sessions 
would  provide  an  opportunity  for  the  RC  to  update  SHIPS  on  current 
activities/accomplishments  under  the  work  plan.  For  coordination  purposes,  the 
Committee  should  channel  comments  about  the  Center's  activities  to  the  Resource 
Center  Chair  according  to  operational  guidelines  established  for  the  Center  through 
discussions  with  HCFA/CBS,  the  Steering  Committee  and  Resource  Center  staff. 


Roles  and  Responsibilities 
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SHIP  Resource  Center 


APPENDIX 


Explanation  of  Materials 


The  following  pages  provide  added  reference  information  including  organizational  charts  and 
contacts  within  the  various  components  described  in  this  document 

□  HCFA  Organizational  Chart  -  provides  a  complete  picture  of  the  various  components  and 
the  location  of  the  Center  for  Beneficiary  Services  (CBS)  vis  a  vis  other  units  within  HCFA,  a 
part  of  the  federal  Department  of  Health  and  Human  Services  (HHS). 

□  CBS  Organizational  Chart  -  provides  further  description  of  the  sub  units  within  CBS  and 
indicates  the  scope  of  responsibilities  within  this  component  of  HCFA. 

□  CBS  Leadership  and  Staff  List  -  identifies  the  HCFA  Central  Office  personnel  most  closely 
associated  with  the  SHIP. 

□  States  Grouped  by  HCFA  Regions  -  this  list  indicates  the  federal  HHS  region  in  which  each 
state  is  located.  The  Regional  Office  location  is  also  identified. 

□  HCFA  Regional  Office  SHIP  Liaisons  -  provides  the  key  contact  in  each  HCFA  Regional 
Office  for  issues  related  to  the  SHIPs. 

□  Proposed  Description:  Regional  Office  SHH*  Liaison  -  this  proposed  description  suggests 
the  purpose  and  duties  of  the  person  in  the  RO  whose  role  would  be  directly  related  to  SHIP 
issues. 

□  NMEP  Regional  Office  Contacts  -  provides  information  on  how  to  contact  the  staff  who  are 
charged  to  design  and  implement  the  annual  Medicare  information  and  outreach  campaigns.. 

□  SHIP  Steering  Committee  -  provides  a  list  and  contact  information  for  the  five  elected  SHIP 
projected  directors  who  comprise  the  Steering  Committee. 

□  SHIP  Resource  Center  -  provides  highlights  of  the  Center's  purpose,  activities,  and  staff 
contact  information. 
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HCFA  CENTRAL  OFFICE 
Center  for  Beneficiary  Services* 

>  CBS  Leadership 

Carol  Cronin,  Director 

Michael  McMullan,  Deputy  Director 

Thomas  Kickham,  Director 
Beneficiary  Services  Group 

Michael  Adelberg,  Division  Director 
410-786-9898 

>  SHIP  Group 

SHIP  Team  Senior  Staff 


Robert  Adams,  Team  Leader 

410-786-2695 

email:  radams2(a),hcfa. gov 

Eric  Lang 

410-786-3199 

email:  elangfSjhcfa.gov 


SHIP  Team  Members 


Shirley  Ross  Julie  Radoslovich 

4 1 0-786-4629  4 1 0-786-9520 

Rebecca  Sauselein  Lois  Serio 

410-786-7610  410-786-0680 


Nicole  Carey 
410-786-3345 


Address: 

Health  Care  Financing  Administration 
7500  Security  Boulevard 
Baltimore,  Maryland  21244-1850 


*:  If  you  are  interested  in  more  information  about  HCFA,  visit  the  website  at  www.hcfa.gov 


HCFA  REGIONAL  OFFICES 


Region  I:       Boston,  MA  Connecticut,  Rhode  Island,  Massachusetts, 

Vermont,  New  Hampshire,  Maine 

Region  II:      New  York,  New  York,  New  Jersey, 

US  Virgin  Islands,  Puerto  Rico 

Region  III:     Philadelphia,  PA      Pennsylvania,  Delaware,  Maryland, 

West  Virginia,  District  of  Columbia,  Virginia 

Region  IV:     Atlanta,  GA  North  Carolina,  South  Carolina,  Georgia, 

Florida,  Tennessee,  Kentucky,  Mississippi,  Alabama 

Region  V:      Chicago,  IL  Illinois,  Indiana,  Michigan,  Minnesota, 

Ohio,  Wisconsin 


Region  VI:     Dallas,  TX  Arkansas,  Louisiana,  New  Mexico, 

Oklahoma,  Texas 


Region  VII:    Kansas  City,  MO      Missouri,  Kansas, 

Iowa,  Nebraska 


Region  VIII:  Denver,  CO  Colorado,  Montana,  North  Dakota, 

South  Dakota,  Utah,  Wyoming 


Region  IX:     San  Francisco,  CA    California,  Arizona,  Nevada,  Hawaii,  U.S.  Pacific  Territories 

(Guam,  American  Samoa,  Northern  Marianna  Islands) 


Region  X:      Seattle,  WA 


Washington,  Oregon, 
Idaho,  Alaska 


HCFA  REGIONAL  OFFICE  SHIP  LIAISONS 

Region 

State 

Mailing  Address 

Phone 

Fax 

Contact 
Person 

I 

Boston 

JFK  Building 
Room  2375 
Boston,  MA  02203 

(617) 565-1234 

(617)  565-3856 

Craig 
Schneider 

II 

New  York 

26  rederal  Plaza 

Room  3800 

New  York,  NY  10278 

(212)  264-3657 

(212)  264-2665 

Joe  Mirabal 

III 

Philadelphia 

Public  Ledger  Building, 
Suite  216 

150  South  Independence 
Mall  West 

Philadelphia,  PA  19106 

(215)  861-4325 

(215)  596-0592 

Pat  Antrobus 

IV 

Atlanta 

61  Forsyth  Street 
SW  4T20 

Atlanta,  GA  30303-8909 

(404)331-2127 

(404)  562-7500 

Chuck  Grier 

V 

Chicago 

105  West  Adams  Street 

t  ^th  T^i 

15  Floor 
Chicago,  IL  60603 

(312)353-9845 

(312)  886-5705 

Greg  Bublitz 

VI 

Dallas 

1301  Young  Street 
Room  833 
Dallas,  TX  75202 

(214)  767-6401 

(214)  767-0323 

Sue 

X  M    y^i           1  1  * 

McClaughlin 

VII 

Kansas  City 

601  East  12^^  Street 
Koom  zZU 

Kansas  City,  MO  64106 

(816)  426-6317 

ext. 

(816)  426-3760 

Natalie 
iviyers 

VIII 

Denver 

1 600  Broadway 
Suite  700 

Denver,  CO  80294 

(303)  844-6149 

(303)  844-3753 

Dennis 
Delpizo 

XI 

San  Francisco 

75  Hawthorne  Street 
Suite  401 

San  Francisco,  CA  94105 

(415)  744-3771 

(415)  744-3761 

Peter  Bauer 

X 

Seattle 

2201  Sixth  Avenue 
RX-44 

Seattle,  WA  98121 

(206)615-2354 

(206)615-2435 

Fred  Yee 

Proposed  Description  of  Regional  Office 
SHIP  Liaison:  Roles  and  Duties 


Each  Region  Office  will  designate  a  Liaison  person  who  will  be  responsible 
for  coordinating  all  regional  office  activities  with  the  SHIP  grantees  in  the 
region.  The  individual  should  be  a  team  leader  or  other  responsible  person 
within  the  office  with  knowledge  of  beneficiary  issues,  outreach  and  SHIP 
grants.  Each  RO  SHIP  Liaison  will  have  a  backup  that  will  assume  the  duties 
of  the  Liaison  when  the  Liaison  is  out  of  the  office. 


Duties 

The  RO/SHIP  Liaison  is  the  primary  focal  point  for  all  SHIP  communications 
and  activities  within  the  region.  The  Liaison  is  the  principal  point  of  contact 
for  the  SHIP  Directors,  the  Steering  Committee  and  the  Resource  Center  and 
is  responsible  for: 

■  the  timely  exchange  of  information  between  the  Regional  Office  and 
the  SHIPS,  especially  for  issues  that  involve  the  region  and  its  states; 

■  educating  Regional  Staff  about  the  SHIP  program  and  for  promoting  the 
SHIP  program  within  and  outside  the  Regional  Office; 

■  assisting  the  SHIP  Director  with  communication  and  contacts  within  the 
Regional  Office  and  establishing  a  communication  protocol  to  ensure 
that  counselors  and  volunteers  have  access  to  people  and  resources, 
including  training,  needed  to  handle  beneficiary  issues; 

■  establishing  regular  contact  with  the  appropriate  Steering  Committee 
Member  for  the  exchange  of  information; 

■  conducting  RO/SHiP  meetings  and  conference  calls,  as  needed;  and 

■  assisting  the  Project  Officer  with  national  and  regional  SHIP  issues. 
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NMEP  Regional  Office  Contacts 

May  10, 1999 


Region 

NMEP  Lead 

Alternate 

Fax 

Reaion  1  -  Boston 

Maine,  Connecticut, 
Massachusetts,  New  Hampshire, 
Rhode  Island,  Vermont 

Craig  Schneider 
617-565-1189 

l\/1arva  Nathan 
617-565-1234 

617-565-3856 

Region  II  -  New  York 

New  York,  New  Jersey,  Puerto 
Rice,  Virgin  Islands 

Reginald  Slaten 
212-264-1122 

Robin  Thomas-Naarden 
212-264-3650 

212-264-2665 

Region  III  -  Philadelphia 

Delaware,  Pennsylvania, 
Maryland,  District  of  Columbia, 
Virginia,  West  Virginia 

Pete  Goodman 

^  1 J-OD  1  -H^  1  0 

Pat  Antrobus 

£.  1 0-OD  1  -*toZO 

215-8614176 

Region  iV  -  Atlanta 

Alabama,  North  Carolina,  South 
Carolina,  Georgia,  Florida, 
Kentucky,  Mississippi, 
Tennessee 

Teresa  Wilson 
404-562-7235 

Mike  Pierson 
404-562-7203 

404-562-7255 

Region  V  -  Chicago 

Illinois,  Indiana,  Michigan, 
Minnesota,  Ohio,  Wisconsin 

Druecilla  Brown 
312-353-9845 

Rita  Wilson 
312-886-5213 

312-886-5705 

Region  VI  -  Dallas 

Arkansas,  Louisana,  New 
Mexico,  L/Kianoma,  i  exas 

Susan  McLaughlin 
214-767-6487 

Magda  Flores 
914-767-3018 

214-767-0323 

Region  VII  -  Kansas  City 

Iowa,  Kansas,  Missouri,  Nebrasa 

Darcy  Jakopchek 
816426-6317x3407 

Denise  Buenning 
816426-6317x3419 

816426-3760 

Region  VIII  -  Denver 

Colorado,  Montana,  North 
Dakota,  South  Dakota,  Utah, 
Wyoming 

Diane  Kocher 
303-844-6149x241 

Jill  Merrill 

303-844-6149x228 

303-844-3753 

Region  IX  -  San  Francisco 

American  Samoa,  Arizona, 
California,  Guam,  Hawaii, 
Nevada 

Henry  Tyson 
415-744-3434 

Neil  Merino 
415-744-3761 

415-744-3761 

Region  X  -  Seattle 

Alaska,  Idaho,  Oregon, 
Washington 

Sharrion  Jones 
206-615-2368 

Stephanie  Novacek 
206-615-2406 

206-615-2363 
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SHIP  Steering 
Committee 


Elected  Regional  Representatives 


Regions  I  and  II 

Connecticut,  Maine,  Massachusetts,  New  Jersey, 
New  Hampshire,  New  York,  Puerto  Rico,  Rhode 
Island,  Vermont,  Virgin  Islands. 

MARYK.  BROWNE,  MASSACHUSETTS 

MA  Executive  Office  of  Elder  Affairs 

1  Ashburton  Place,  5*  Floor 

Boston,  MA  02108 

(617)222-7435  Fax:(617)727-9368 

Email:  mary.k.browne@state.ma.us 

Term  ending  12/00 

Regions  III  and  IV 

Alabama,  Delaware,  District  of  Columbia,  Florida, 
Georgia,  Kentucky,  Maryland,  Mississippi,  North 
Carolina,  Pennsylvania,  South  Carolina,  Tennessee, 
Virginia,  West  Virginia 

TOMREIMERS,  FLORIDA 

Serving  Health  Insurance  Needs  of  Elders  (SHINE) 

4040  Esplanade  Way,  #280  S 

Tallahassee,  FL  23299 

(850)414-2115  Fax:  (850)414-2002 

Term  ending  12/01 

Regions  V  and  VII 

Illinois,  Indiana,  Iowa,  Kansas,  Michigan,  Minnesota, 
Missouri,  Nebraska,  Ohio,  Wisconsin 

KA  THY  CLA  UNCH,  ILLINOIS 
Senior  Health  Insurance  Program 
Department  of  Insurance 
320  W.  Washington  Street 
Springfield,  IL  62767-0001 
(217)782-0004  Fax:  (217)782-4105 
KathyC  launch  @ins .  state .  il  .us 
Term  ending  12/02 

Regions  VI  and  VIII 

Arkansas,  Colorado,  Louisiana,  Montana,  North 
Dakota,  New  Mexico,  Oklahoma,  South  Dakota, 
Texas,  Utah,  Wyoming 

BOB  PIERCE,  COLORADO 

Senior  Health  Insurance  Assistance  Program 

CO  Division  of  Insurance 

1560  Broadway,  Suite  850 

Denver,  CO  80202 

(303)  894-7499x  355  Fax:  (303)894-7455 

robert.pierce@dora.state.co.us 

Term  ending  12/02 


Regions  IX  and  X 

Alaska,  Arizona,  California,  Hawaii,  Idaho,  Nevada, 
Oregon,  Washington 

JOAN  LEWIS,  WASHINGTON 
Statewide  Health  Insurance 
Benefits  Advisors  (SHIBA) 
State  Office  of  Insurance  Commissioner 
P.O.  Box  40256 
Olympia,  WA  98504-0256 
(206)654-1833  Fax:  (360)407-0349 
Email:  joanlewis@aol.com 
Term  ending  12/00 

Ex  Offlcio  Members 

MARY  BETH  SENKEWICZ 

National  Association  of  Insurance  Commissioners 

Hall  of  States 

444  North  Capitol  Street,  NE,  Suite  701 
Washington,  DC  20001-1512 
(202)624-7790  Fax:  (202)624-8579 
Email:  MSenkewi(a),NAIC.org 

BOB  ADAMS  PROJECT  OFFICER 
Health  Care  Financing  Administration 
7500  Security  Blvd. 
Mail  Stop  S1-15-I1 
Baltimore,  MD  21244 
(410)786-2695  Fax:  (410)786-1873 
Email:  radams2@HCFA.gov 

DAN  QUIRK,  EXECUTIVE  DIRECTOR 
National  Association  of  State  Units  on  Aging 
1225  I  Street,  NW,  Suite  725 
Washington,  DC  20005 
(202)898-2578  Fax:  (202)898-2582 
Email:  dquirk@nausa.org 

SHIP  Resource  Center 

BERNICE  HUTCHINSON.  DIRECTOR 

SHIP  Resource  Center 

National  Association  of  State  Units  on  Aging 

1225  I  Street,  N.W.,  Suite  725 

Washington,  DC  20005 

(202)898-2578  Fax:  (202)898-2583 

Email:  Bhutchinson@nasua.org 


01/00 


SHIP  RESOURCE  CENTER 


Developing,  Collecting  &  Disseminating  Information  & 
Resources  for  State  Health  Insurance  Information 
Counseling  and  Assistance  Programs 


what  is  the  ship  resource  center? 


The  SHIP  Resource  Center  is  administered  by  the  National  Association  of  State  Units  on 
Aging  in  partnership  with  the  SHIP  Steering  Committee  and  the  Health  Care  Financing 
Administration.  It  is  a  central  national  source  of  information  and  assistance  to  the  53  SHIPS 
around  the  country  and  the  SHIP  Steering  Committee  through  technical  assistance,  program 
development,  policy  analysis,  good  practice  identification  and  dissemination,  training, 
education  and  partnership  development.  The  SHIP  Resource  Center  serves  as: 

A  Communication  Link.  Providing  telephone,  mail,  elearonic  and  on-site  technical 
assistance  to  SHIP  project  direaors  and  program  staff. 

A  Clearinghouse  of  SHIP  Products.  Collecting,  categorizing,  analyzing  and 
disseminating  training  curricula,  public  education  materials  and  model  approaches  for 
each  program. 

A  Facilitator  of  Peer  Exchange.  Promoting  greater  awareness,  communication  and 
resource  sharing  among  the  state  programs  on  best  practices  and  problem  solving. 

A  Support  for  Program  Enhancement  and  Service  Improvements.  Combining 
policy  analysis  and  technical  assistance,  the  Center  provides  advice  and 
recommendations  to  SHIPs  on  program  improvement  issues  such  as  outreach, 
coordination  with  important  networks,  and  options  for  service  improvements. 


HOW  DOES  THE  CENTER  HELP  THE  SHIPS? 


Monitoring  changes  in  laws  and  regulations.  Whether  we  are  tracking  the  latest 
developments  on  Capitol  Hill  or  discussing  state  legislature  activities,  the  Resource 
Center  provides  policy  memoranda  quickly  to  projea  directors. 

Serving  as  a  Liaison  to  National  Organizations.  Our  Washington  location  and 
longstanding  relationships  with  a  wide  range  of  national  organizations  helps  us  promote 
the  SHIP  program  and  collaborate  on  joint  efforts  with  many  groups  and  organizations. 


Providing  Steering  Committee  Staff  Assistance.  We  provide  teleconferencing 
services,  meeting  coordination,  bi-regional  meeting  arrangements,  staff  sub -committees, 
develop  reports,  arrange  briefings  and  the  armual  meeting  of  the  Steering  Committee. 

Providing  Conference  Coordination.  From  program  development  to  on  sight 
logistics,  the  Resource  Center  facilitates  coordination  of  the  conference  planning 
committee's  efforts. 

Coordinating  and  Developing  Training.  The  Center  conduas  training  on  a  wide 
range  of  topics  and  identifies  trainers  for  state  conferences,  meetings  &  training  events. 

Working  with  HCFA  and  other  federal  entities.  We  assist  by  representing  SHIPS  at 
meetings  and  work  groups,  working  directly  with  HCFA  Centers  &  contraaors  on 
product  development. 


WHO  TO  CALL  FOR  ASSISTANCE? 


Bemice  Hutchinson,  Director.  {bhtad>insm@NA SUA.org).  Provides  overall  coordination 
of  the  Resource  Center  activities.  Serves  as  the  liaison  to  the  Steering  Committee,  HCFA 
Center  for  Beneficiary  Services  team  and  national  organizations.  Conduas  training. 
Produces  the  SHIP  Update. 

Sara  Aravanis,  NASUA  Coordinator  {saraizims@NASUA.arg ).  Coordinates  Resource 
Center  activities  with  the  overall  activities  of  NASUA.  Provides  support  to  the  Center 
Director.  Responsible  for  the  Center's  grant  administration.  Serves  as  a  liaison  to 
national  organizations. 

Kathy  Konka,  Policy  Associate  (kkonka@nasua.org;).  Monitors  changes  in  the  laws 
and  regulations.  Provides  analysis  on  federal  policy.  Monitors  activities  of  key  senate 
committees.  Produces  policy  updates.  Offers  technical  assistance  on  Medicare  reform  & 
medigap. 

Monika  Ringuette,  Program  Associate  (mringuette@nasua.org).  Maintains  the  SHIP 
Resource  Center  Inventory  of  Products.  Coordinates  all  technical  assistance  requests, 
maintains  a  log  of  all  requests  and  provides  timely  responses  to  all  SHIPS.  Produces  the 
"Moriday  Morning  Review"  a  weekly  review  of  activities,  events  and  meetings  of  interest  to 
all  SHIPS. 

Doreen  Coates,  Administrative  Assistant  (dcoates@nasua.org).  Coordinates 
conference  planning.  Designs  Center  written  products.  Coordinates  Steering  Committee 
and  bi-regional  teleconference  services.  Maintains  the  Project  Direaors  contact  list. 

THE  SHIP  RESOURCE  CENTER 

1225  I  Street,  N.W.,  Suite  725 
Washington,  D.C.  20005 


202-898-2578  (telephone) 


202-898-2583  (fax) 
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